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Introduction  and  Background 

Introduction 

The  Government  of  Alberta  is  changing.  Its  goal  is  "to  secure  Alberta's 
future...  to  maintain  essential  programs  and  our  quality  of  life...  to  build  a  strong 
Alberta  with  jobs  for  Albertans".  Government  libraries  have  a  role  to  play  in 
that  change. 

On  April  12,  1994,  Teresa  Richey,  Chair  of  the  Alberta  Govemment  Libraries' 
Council  (AGLC)  wrote  to  Vance  A.  MacNichol  of  the  Senior  Officials' 
Transition  Team  with  a  proposal  to  study  the  responsiveness  and  cost- 
effectiveness  of  library  services  in  govemment.  She  indicated  the  "need  to 
address  duplication  and  overlap  in  govemment  library  services".  Council 
sought  the  opportunity  to  have  input  into  the  evolution  of  information  services 
that  would  take  advantage  of  the  best  options  available  in  today's  marketplace 
and  still  realize  cost-savings  for  govemment. 

On  May  24,  1994  Mr.  MacNichol  responded  to  the  council  initiative  as  follows: 

"We  commend  the  Alberta  Govemment  Libraries'  Council  for  the  initiative  it  has 
shown  in  proposing  to  conduct  this  study,  and  encourage  you  to  proceed." 

Alberta  Govemment  Library  Services 

As  early  as  1968  the  Govemment  of  Alberta,  taking  note  of  public  concern  with 
economy  in  govemment  spending,  addressed  the  perception  of  unnecessary 
duplication  in  the  purchase  of  books  and  subscriptions  within  the  govemment 
network.  Wm.  H.  McDonald,  then  Clerk  of  the  Legislative  Assembly,  informed 
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all  deputy  ministers  of  the  need  to  coordinate  library  services  in  the  interests  of 
economy  and  expenditure.  In  his  words: 

"...  consider  ways  of  planning  an  effective  government  library  system  that  would  satisfy 
the  needs  of  departments  for  information,  expedite  acquisition  of  materials,...  and 
economize  in  expenditure." 


A  questionnaire  was  sent  to  all  departments.  Fourteen  departments  identified 
some  41,000  books  and  13,000  subscriptions  which  had  been  acquired  at  a  cost 
of  $62,198.  The  subscriptions  were  estimated  to  have  cost  $19,449.  Today,  even 
with  the  "information  explosion",  the  Union  List  of  Serials  in  Alberta 
Government  Libraries  (June  1994)  identifies  9,986  unique  subscription  titles 
held  by  the  libraries  participating  in  the  present  study.  However,  the  estimated 
cost  of  subscribing  to  these  titles  has  reached  an  amount  of  $729,985. 


The  results  of  the  1968  survey  indicated  that: 

"departments  were,  as  a  whole,  enthusiastic  for  readily  accessible  department 
collections,  since  a  department  library  with  a  greater  variety  of  resources  would  give 
better  service  and  aid  in  a  wider  outlook." 


The  1970s  proved  to  be  a  period  of  significant  growth  for  govemment  library 
service.  The  last  large  collection,  namely  the  Tyrrell  Museum,  was  established 
in  1982.  The  1980s  saw  the  creation  of  branch  libraries  to  support  the  work  of 
district  and  regional  offices,  and  the  province-wide  court  library  system. 

However,  as  early  as  1986,  departments  and  agencies  began  downsizing  library 
operations.  Between  1986  and  1994,  twenty-four  units  were  closed.  Since 
December  1992  six  branches  have  been  eliminated  and  several  other  units 
merged  and  downsized  in  response  to  govemment  restructuring.  To  date,  only 
one  department  is  without  a  central  library  service. 

During  the  past  twenty  years  the  efforts  of  govemment  library  staff  to  provide 
efficient  and  effective  service  have  been  supplemented  by  the  Alberta 
Govemment  Libraries'  Council.  The  Council,  established  in  1975,  functions  as 
an  interdepartmental  fomm  for  improving  library  service  and  making  the  best 
possible  use  of  information  and  human  resources  within  the  provincial 
govemment.  It  has  a  history  of  working  cooperatively  to  reduce  the  cost  of 
delivering  information  resources.  Its  projects  are  achieved  with  the  assistance  of 
the  Legislature  Library,  Cooperative  Govemment  Library  Services  Section. 

The  major  accomplishments  of  the  CouncU  to  date  include: 

•  The  annual  production  of  the  Union  List  of  Serials  in  Alberta  Govemment 
Libraries  started  in  1975.  In  1993  this  list  was  used  to  identify  almost  5,300 
periodical  articles  located  within  the  govemment  network. 
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This  list  is  in  the  process  of  being  mounted  on  the  Legislature  Library's  new 
automated  system.  Plans  are  underway  to  provide  on-line  access  through  a 
network  such  as  the  Internet. 

•  Provision  of  an  interlibrary  loan  courier  service  since  1979  for  government 
libraries  to  expedite  access  to  and  delivery  of  information  from  the 
University  of  Alberta  Library  System.  There  has  been  a  decline  in  the  use  of 
this  service  with  the  increase  in  a  variety  of  other  delivery  service  options. 
The  courier  service  is  now  offered  on  a  part-time  basis. 

•  Establishment  of  the  Alberta  Government  Periodical  Storage  facility  in 
1992.  It  provides  a  central  storage  facility  for  the  back  issues  of  over  1,000 
subscription  titles.  It  reUeves  the  need  for  individual  hbraries  to  acquire 
additional  space  to  hold  expanding  subscription  collections.  It  provides 
quick  access  to  older  materials  in  which  the  government  has  made  a 
significant  financial  investment. 

•  Preparation  of  publications  of  significant  value  to  individual  hbraries  in 
developing  their  library  services  in  response  to  client  needs.  For  example, 
system- wide  surveys  of  library  budgets,  human  resources,  space  allocation, 
collection  size,  service  statistics,  etc.  have  been  carried  out  on  four  occasions 
since  1976. 

CouncU  has  had  limited  success  with  the  following  issues: 

•  providing  government-wide  access  to  expensive  publications  such  as  those 
issued  by  Statistics  Canada  and  the  Conference  Board  of  Canada, 

•  implementing  an  affordable  on-line  integrated  library  system  which  would 
link  all  libraries  electronically  and  meet  the  needs  of  large  and  small 
agencies  alike.  On  at  least  three  occasions  the  Council  attempted  to  find  a 
solution  to  this  issue.  The  last  attempt  was  made  in  1989-90  by  entering  into 
an  exploratory  project  with  Public  Works,  Supply  &  Services. 

•  Most  recently,  the  Council  has  not  been  able  to  obtain  the  required  Internet 
connectivity  that  would  facilitate  information  sharing  across  government. 

Some  libraries  within  the  government  system  have  chosen  to  strengthen  their 
existing  partnerships  with  those  outside  government  in  order  gain  access  to 
many  of  the  new  technologies.  The  N.E.O.S.  Consortium  (Networking 
Edmonton's  Online  Systems)  is  one  of  the  best  examples  of  such  a  partnership. 

Other  partnerships  or  associations  being  explored  for  improving  government 
library  connections  with  the  public  include  Edmonton  Freenet  and  Libraries 
A.S.A.P 

It  is  with  this  history  that  the  Alberta  Govemment  Libraries'  Council  entered 
into  the  current  study. 
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Research  Problem 

On  obtaining  encouragement  from  the  Transition  Team  and  approval  from  the 
Council  to  proceed,  the  following  terms  of  reference  were  established: 

1.  Establish  needs  of  the  clients  who  make  use  of  government  information 
services. 

2.  Compare  client  needs  to  the  government  information  services  currently 
available  to  them. 

3.  Begin  to  establish  measures  of  effectiveness  for  information  services  in 
government. 

4.  Compare  the  deliverables  of  the  various  information  services  available  or 
being  offered  against  client  needs. 

5.  Recommend  service  options  that  may  realize  cost-savings  for  government  as 
a  whole. 

The  underlying  assumption  in  the  study  is  that  a  library  or  information  resource 
centre  service  is  essential  to  government  in  delivering  its  mandates. 
Government  is  empowered  by  utilizing  accurate,  current  and  timely 
information.  Therefore,  the  use  and  management  of  information  resources  must 
be  included  in  the  re-design  of  government  program  services  and  delivery. 

The  Library  Services  Review  Committee  was  established  to  conduct  the  first 
phase  of  the  study;  to  investigate  the  needs  of  government  staff  library  chents. 
The  committee  members  were: 

•  Christina  Andrews,  Alberta  Education 

•  Donna  Gordon,  Alberta  Economic  Development  &  Tourism 

•  Debbie  Hunter,  Alberta  Labour 

•  Karen  Powell,  Legislature  Library 

•  Teresa  Richey,  Alberta  Public  Safety  Services 

•  Diane  Smith,  Alberta  Transportation  &  Utilities 

•  Judy  Sponholz,  Alberta  Advanced  Education  &  Career  Development 

The  intent  of  this  phase  is  to  develop  policy  reconunendations  for  library 
services  that  will  realize  cost-savings  for  government  as  a  whole.  The  results  of 
this  phase  should  also  point  out  where  coordinated  development  of  information 
management  services  through  partnerships  within  and  outside  government  may 
realize  cost-savings. 

The  data  gathered  will  be  used  to  develop  a  performance  index  for  all 
government  library  services  and  establish  benchmarking  and  continuous 
improvement  programs  within  these  services. 
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Research  Strategy 

This  phase,  addressing  services  delivered  to  government  staff,  is  seen  as  the 
beginning  of  a  longer  process  that  will  draw  in  all  clients  and  groups  which 
have  a  vested  interest  in  government  library  services.  Future  phases  in  this 
process  will  address  department  staff  who  do  not  use  libraries,  the  public  and  its 
use  of  government  library  services,  and  the  potential  for  libraries  to  generate 
revenue. 

Methodology 

Given  the  scope  of  this  phase  of  the  study,  it  was  felt  that  surveying  was  the  best 
methodology  for  gathering  most  of  the  quantitative  and  qualitative  data  on 
delivering  effective  services  to  government  staff. 

Remaining  data  would  be  gathered  through  the  promotional  and  pricing 
literature  of  various  outside  services,  focus  groups,  research  literature,  and 
interviews  with  users  and  policy  makers. 

Three  survey  tools  were  designed  to  gather  data. 

The  library  client  survey  was  designed  to  establish,  rank  and  weight  needs  in  a 
library  service  (Appendix  C).  Specific  questions  were  designed  to  determine 
details  for  use  in  measuring  service  effectiveness.  This  survey  was  adapted  from 
Marshall  (1993),  the  Library  Committee  report  (1994)  and  the  research  of 
Berry  and  Parasuraman  (1991). 

The  library  manager's  survey  was  designed  to  gather  performance  and 
qualitative  data  for  use  in  measuring  effectiveness  compared  to  client  needs 
(Appendix  D).  It  was  also  designed  to  gather  quantitative  data  for  use  in 
assessing  alternative,  cost-saving  modes  of  delivering  service.  This  survey  was 
adapted  from  Stanley  (1988),  Berry  and  Parasuraman  (1991),  Survey  of  Alberta 
government  libraries,  1991  (1992),  and  Marshall  (1993). 

The  survey  for  senior  managers  responsible  for  library  services  was  designed  to 
establish  the  library's  role  in  assisting  the  organization  in  achieving  its  mandate 
(Appendix  E).  It  was  also  designed  to  gauge  the  value  of  the  library  and  its 
services  to  the  organization  it  serves.  This  survey  was  adapted  from  Matarazzo 
(1990). 
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Drafts  of  the  three  surveys  were  circulated  to  all  AGLC  members  on  June  23, 
1994  for  comment  and  input.  The  revised  surveys  were  then  pre-tested.  The 
client  survey  was  pre-tested  on  18  individuals  who  qualified  as  library  chents. 
The  senior  managers  survey  was  pre-tested  on  5  senior  managers.  The  library 
managers  survey  was  pre-tested  by  AGLC  members. 

Government  libraries  provide  information  service  to  an  estimated  5,000  to 
6,000  government  employees.  Based  on  the  recommendations  of  the  Alberta 
Public  Affairs  Bureau,  an  ideal  survey  return  would  be  1,000  responses. 

Librarians  were  asked  to  provide  a  hst  of  client  names.  The  criteria  for  inclusion 
in  a  list  were  that  the  chent  had  to  be  an  employee  of  that  organization,  had  to  be 
known  to  use  the  library  and  could  not  be  library  staff.  If  consultants  or  non- 
employee  clients  were  included  they  were  removed  before  sampling  began. 

Surveying  was  completed  during  the  summer.  To  ensure  there  were  enough 
returns  for  analysis,  the  committee  chose  to  sample  30%  of  each  library's  client 
list.  The  sample  was  randomly  selected  using  a  random  number  table  (Busha 
and  Harterl980,  p.  395). 

The  surveys  were  distributed  with  the  assistance  of  the  Senior  Official's 
Transition  Team  and  the  Cooperative  Government  Library  Services  (CGLS)  on 
July  13,  1994. 

All  surveys  were  returned  to  the  CGLS  office.  Returned  surveys  were  accepted 
until  August  11, 1994,  at  which  time  data  analysis  began. 

The  surveys  were  grouped  according  to  organization  and  manually  tabulated. 
Answers  were  treated  as  non-responses  if  they  were  not  answered  or  if  more 
than  the  allowed  answers  were  selected.  Questions  requiring  point  allocations 
totalling  100  were  treated  as  non-responses  if  questions  were  answered  but 
points  were  not  allocated.  Where  point  allocation  did  not  total  100,  the 
responses  were  normalized. 

Statistical  analysis  was  limited  to  adjusted  frequency  distributions,  and  adjusted 
central  tendencies  for  all  questions  requiring  value  judgements.  A  note  is  made 
in  the  library  manager  survey  results  where  data  were  skewed  due  to  the 
activities  of  a  small  number  of  govemment  libraries. 

An  AGLC  focus  group  was  held  on  September  26,  1994  to  gather  ideas  for 
developing  the  recommended  library  service  options  presented  in  this  report. 
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Executive  Summary 

The  findings  of  the  Alberta  government  library  services  review  allow  a  number 
of  conclusions  to  be  drawn  about  libraries  and  the  staff  who  use  them. 

•  Individual  department  library  resources  are  utilized  by  staff  from  across 
government  and  are  viewed  as  a  government-wide  resource,  thus,  decisions 
made  affecting  an  organization's  library  have  an  impact  across  government. 

•  Government  libraries  serve  a  diverse  client  base  outside  government. 

•  Government  libraries  are  the  most  important  information  resource  for 
government  staff  outside  their  own  files  and  department  colleagues. 

Staff  do  not  believe  that  outside  services  such  as  public,  academic  libraries 
or  information  brokers  could  replace  the  services  of  govemment  libraries. 

•  The  most  valued  services  provided  by  govemment  libraries  are  the 
assistance  of  knowledgable  staff  who  understand  an  organization's  business 
and  access  to  and  provision  of  subject- specific  material. 

Accuracy  and  relevance  are  the  most  highly  valued  aspects  of  information 
retrieved  from  libraries. 

•  Speedy  access  to  information  is  vital  to  staff. 

A  comparison  of  the  information  resources  used  shows  that  staff  information 
needs  are  met  most  effectively  when  using  an  organization's  own  library 
staff  and  collection. 

•  Proximity  to  the  library  is  important.  Indications  are  that  increased 
purchasing/duplication  would  occur  if  a  library  were  not  in  proximity. 

•  Govemment  staff  indicate  a  need  to  communicate  with  information 
providers  in  the  public  and  private  sector,  from  the  local  to  the  global 
context,  and  to  exchange  information  via  electronic  networks. 

•  There  is  a  lack  of  coordinated  commimications  and  networking  capabilities 
across  govemment  preventing  many  govemment  libraries  from  taking  full 
advantage  of  new  and  emerging  electronic  services. 

•  Govemment  libraries  make  low  to  moderate  use  of  contracted  services  and 
spend  twice  as  much  time  acquiring  and  organizing  information  as  they 
spend  linking  people  with  information.  Outsourcing  portions  of  technical 
support  services  could  realize  20%  savings  in  library  costs. 

•  Govemment  libraries  do  not  have  consistent  ways  of  recording  their 
activities,  nor  do  they  have  standard  quality  assurance  and  performance 
measures  that  can  be  used  to  ensure  the  quality  of  their  own  services. 

•  The  budget  practices  surrounding  libraries  may  encourage  duplication  and 
overlap  in  the  acquisition  of  some  information  resources. 
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These  conclusions,  current  economic  restraints,  and  government-wide  trends, 
indicate  government  libraries  will  need  to: 

•  reassess  their  service  priorities  and  methods  to  align  them  with  govemment 
business  plan  priorities, 

•  be  responsive  to  changing  needs,  and 

•  with  unchanged  or  decreasing  resource  allocations,  be  able  to  respond  to 
increasing  demand  for  services  and  be  capable  of  delivering  these  services  in 
an  electronic  information  environment. 

The  following  recommendations  were  derived: 

1.  That  govemment  libraries  prepare  to  work  in  a  virtual  library  environment. 
That  is,  that  all  resources  acquired  for  govemment  be  accessible  and  avail- 
able freely  and  easily  to  all  govemment  staff. 

2.  Do  not  consolidate  govemment  library  collections  and  services  in  a  central 
location.  A  move  of  this  nature  is  expensive,  unnecessary  given  the 
information  technology  that  would  realize  the  virtual  library,  and  counter  to 
the  surveyed  needs  of  staff  clients. 

3.  That  a  consortium  representing  govemment  libraries  be  mandated  to  pursue 
the  most  cost-effective  contracts  for  outsourced  services  in  cataloguing, 
technical  support  services,  and  information  service  vendors. 

4.  Library  services  should  be  redefined  to  focus  on  primary  clients.  It  is 
govemment  organizations  that  need  to  define  these  primary  clients, 

5.  To  reduce  the  dupUcation  and  overlap  of  purchasing  information  resources  in 
organizations,  libraries  be  authorized  to  do  all  such  purchasing. 

6.  Libraries  develop  and  implement  a  cross-govemment  standard  to  record 
service  activity  and  measure  the  quality  of  their  performance  under  the 
auspices  of  the  Alberta  Govemment  Libraries'  Council. 

7.  Govemment  establish  a  process  with  deadUnes  whereby  interdepartmental 
information  issues  can  be  coordinated.  These  issues  affect  records 
management,  information  technology,  govemment  publications,  access  to 
information,  and  libraries. 

8.  Studies  addressing  the  public  and  its  use  of  govemment  library  services,  and 
the  potential  for  libraries  to  generate  revenue  be  initiated. 
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Introduction 

Government  libraries  are  special  libraries.  This  term  is  defined  as  a  library  that 
provides  "focused,  working  information  to  a  specialized  clientele  on  an  ongoing 
basis  to  further  the  mission  and  goals  of  its  parent  company  or  organization" 
(Christianson,  et.  al  1991,  p.  1).  This  mission  differentiates  a  govemment 
library  from  the  familiar  school,  public  or  academic  libraries  which  are 
established  principally  for  education,  recreation,  or  scholarly  research  purposes. 

Govemment  libraries  emphasize  an  information  function.  They  have  a  well- 
defined  user  group,  unlike  a  public  library  that  traditionally  serves  "everybody". 
They  are  Umited  in  their  subject  scope  but  they  collect  and  disseminate  detailed 
information  on  all  aspects  of  that  subject  (ibid.,  p.2). 

Finally,  these  libraries  are  distinguished  by  the  presence  of  staff  who  have 
"expertise  in  managing  information  and  working  with  users  to  identify  and 
satisfy  their  information  needs".  They  "transform  a  passive  collection  into  an 
information  system  used  to  support  decision  making"  (op.  cit.,  p.2). 

Govemment  libraries  have  one  role  in  common  with  all  other  libraries.  This  is 
to  acquire  and  organize  information  for  subsequent  retrieval  and  dissemination. 


Library  Services  in  a  Changing  World 

The  need  to  organize  information  has  increased  with  the  explosion  in  the 
number  of  information  resources  available.  Electronic  access  to  information  has 
revolutionized  the  way  information  is  stored,  accessed  and  retrieved.  The  new 
technologies  provide  broad  access  and  thus  increase  expectations  for 
information  availability  {Con-nexus  Summer  1994).  Unfortunately  the  new 
technologies  do  not  always  satisfy  the  expectations  (Smith  1994,  Kleiner  1994). 

The  failure  to  satisfy  these  expectations  results  from  inconsistent,  or  non- 
existent indexing  (sign-posts  on  the  information  highway).  These  technologies 
have  a  long  way  to  go  before  the  dream  of  the  Information  Highway  is  realized 
(Urgo  1994a,  1994b). 
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Technology  and  economic  factors  are  affecting  how  libraries  will  operate  in  the 
future.  According  to  Hirshon  (1993),  these  include: 

•  print  publications  will  decrease  substantially  in  importance, 

•  electronic  communication  will  become  prevalent, 

•  libraries  will  increasingly  stress  information  access  and  information-on- 
demand,  and  will  decreasingly  engage  in  anticipatory  purchasing  and  local 
ownership, 

•  the  physical  location  housing  information  will  become  subordinate  to  the 
virtual  location  on-line,  and 

•  the  capability  of  libraries  to  acquire  information  will  shrink. 

These  factors  have  created  new  opportunities  for  libraries,  allowing  for  a  radical 
redesign  of  internal  processes.  The  traditional  labour-intensive,  routine  work 
required  to  make  information  available  to  clients  is  becoming  redundant.  Cost- 
effective  technology  is  emerging  daily  which  allows  libraries  to  focus  more  of 
their  energies  on  chent  service  (Leach  and  Tribble  1993,  Mottom  1994). 

A  clear  vision  of  the  information  needs  of  clients  will  help  libraries  chose  the 
right  emerging  technologies  for  the  future. 

The  Alberta  government  needs  clear  options  for  choosing  appropriate 
technologies  and  information  services  as  it  heads  into  the  future.  It  also  needs 
measures  of  effectiveness  for  these  technologies  and  services. 

Berry  and  Parasuraman's  (1991)  work  in  the  United  States  service  sector 
established  five  determinants  of  client  satisfaction  that  can  be  used  to  establish  a 
service  performance  index. 

Their  determinants  are  particularly  suited  to  library  service  in  that  they  can  be 
used  to  rank  and  weight  the  importance  of  the  ability  to  deliver  the  information 
required,  deliver  it  within  the  client's  guidelines,  the  knowledge  and  expertise, 
the  willingness  to  help,  and  the  products  library  service  provides. 
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A  Brave  New  World 

All  Albertans  are  feeling  the  impact  of  government  change.  Government 
libraries  do  not  exist  in  isolation  from  the  environment  that  supports  them.  Like 
the  rest  of  the  public  service,  they  are  involved  in  the  change  process. 

Finding  workable  solutions  for  change  means  more  than  tinkering  with  existing 
processes  (Hammer  1990,  Sirkin  and  Stalk  1990).  It  means  looking  beyond  the 
environment  of  today  and  into  the  future  the  government  hopes  to  create. 

What  will  that  future  be?  What  business  will  government  be  in?  How  will  the 
public  service  conduct  this  business  of  the  future?  Recent  statements  and 
reports  released  by  the  govemment  give  some  indication. 

In  Seizing  opportunity:  Alberta's  new  economic  development  strategy,  the 
govemment  outlines  its  new  role.  It  will  become  a  facilitator  to  foster  economic 
growth  and  well-being  by  building  strategic  partnerships  with  business  and 
communities.  Wherever  possible,  services  being  offered  by  govemment  will  be 
privatized.  The  regulatory  environment  will  be  streamlined. 

This  means  identifying  essential  service  and  getting  out  of  the  business  of 
delivering  non-essential  programs.  Govemment  is  shifting  its  emphasis  to 
developing  policy  and  standards  in  cooperation  with  stakeholders. 

This  role  is  information  intensive.  It  requires  a  commitment  to  cooperation  and 
the  coordination  of  efforts.  Access  to  information  resources  is  critical  to  success 
in  this  new  environment. 


Conclusion 

The  library  service  models  of  today  are  evolving  into  the  information 
environment  of  tomorrow.  This  is  resulting  in  a  paradigm  shift  away  from  the 
delivery  of  print  material  to  the  delivery  of  information  in  many  formats 
including  electronic  media. 

This  shift  is  underway  in  all  levels  of  govemment.  It  began  for  Ontario 
govemment  libraries  in  1987  (Stanley  1988,  Poole  1989,  and  Xht  Library 
committee  report  1992).  The  federal  govemment  has  entered  into  an  ambitious 
service  renewal  project  using  information  technology  (Treasury  Board  of 
Canada  1994)  and  the  National  Library  of  Canada  is  part  of  this  process  (Delsey 
1994). 

The  United  Kingdom  (Keenan  1993,  UK  Office  for  Library  Networking  1993) 
and  Australia  (Steele  1993)  are  undertaking  similar  projects. 
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Moving  away  from  the  ownership  to  the  access  to  information  means  clients 
have  less  need  to  come  to  a  library  to  use  a  resource.  Instead,  they  will  connect 
to  resources  electronically.  Library  staff  will  move  from  acting  as 
intermediaries  in  the  access  process  to  facilitators  who  act  in  a  consultative  role 
with  users.  Finally,  libraries  will  shift  from  providing  access  to  limited 
resources  available  locally  to  providing  electronic  access  to  resources 
worldwide  (Casey  1994). 

Michael  Gorman  (1994,  p.41)  does  not  believe  electronic  documents  will  be  the 
predominant  form  of  communication  in  the  foreseeable  future.  Though  not 
predominant,  electronic  sources  are  becoming  more  important.  This  is 
especially  true  with  the  purchasing  capacity  of  libraries  shrinking  while  the 
potential  for  electronic  networking  is  expanding. 

What  this  study  hopes  to  achieve  is  a  practical  solution  to  government  libraries' 
economic  and  technological  dilemma.  In  the  view  of  the  Treasury  Board  of 
Canada  this  solution  is  "to  bring  together  common  processes;  transfer  more 
power  to  personnel  in  service  roles;  and  develop  an  infrastructure  for  sharing 
information"  (Treasury  Board  of  Canada  1994). 
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There  were  1,753  surveys  sent  to  staff  who  use  government  library  services.  Of  these,  1,077  usable 
surveys  returned  (TABLE  1). 


TABLE  1 .  Summary  of  government  employee  survey  population 

STAFF  NUMBER  SURVEYS 


DEPARTMENT/AGENCY 

CLIENT  BASE 

SURVEYED 

RETURNED 

Advanced  Education  &  Career  Development 

208 

62 

38 

Agriculture,  Food  &  Rural  Development 

426 

128 

73 

Alcohol  &  Drug  Abuse  Commission 

137 

41 

25 

Community  Development 

72 

18 

13 

Economic  Development  &  Tourism 

229 

69 

50 

Education 

163 

49 

35 

Energy 

96 

29 

14 

Environmental  Protection 

688 

207 

137 

Family  &  Social  Services 

1413 

424 

191 

Federal  &  Intergovernmental  Affairs 

43 

13 

9 

Health 

599 

180 

105 

Labour 

200 

60 

34 

Municipal  Affairs 

225 

67 

44 

Public  Safety  Services 

38 

11 

5 

Public  Works,  Supply  &  Services 

266 

80 

50 

Research  Council 

252 

76 

43 

Transportation  &  Utilities 

691 

207 

113 

Treasury 

95 

29 

21 

No  Department  Designation 

77 

SUB-TOTAL 

1077 

Blank  Returns 

57 

Rejected  Surveys 

18 

Renimed  After  Deadline 

63 

TOTAL 

5841 

1753 

1215 

The  Alberta  Justice  libraries  chose  not  to  participate  in  the  review.  They  felt 
they  did  not  fit  the  scope  of  this  study.  The  Legislature  Library  elected  to  take  a 
different  approach.  They  are  using  the  same  survey  to  gather  their  data.  They 
surveyed  all  staff  and  MLAs  in  September  and  their  data  will  be  analysed 
separately. 

Some  government  organizations  did  not  fit  the  scope  of  this  phase  of  the  study 
and  will  be  included  in  future  phases.  They  were  the  Alberta  Vocational 
Colleges,  the  Public  Utihties  Board  and  the  Energy  resources  Conservation 
Board,  the  Petroleum  Marketing  Commission,  and  the  Cross  Cancer  Institute. 
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Data  for  branch  libraries  at  the  Reynolds  and  Tyrrell  museums  and  the  Women's 
and  Seniors  Secretariat  were  combined  in  this  study  under  Community 
Development.  The  data  from  the  Environment  Council  and  the  Environmental 
Centre  were  merged  with  Environmental  Protection  data.  The  Special 
Education  branch  data  were  merged  with  Education  data. 

Responses  were  received  from  all  library  managers  in  the  survey  group  (n=22).  The  Environment 
Council  and  the  Environmental  Protection  libraries  responded  as  one. 

Survey  responses  were  received  from  all  senior  managers  (n=22)  responsible  for  library  services 
within  government.  However,  only  19  responses  were  received  in  time  for  data  analysis.  The  cutoff 
date  for  the  data  analysis  of  this  survey  was  September  16, 1994. 
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The  Client 

Government  libraries  serve  a  diverse  client  base  (FIGURE  1). 


FIGURE  1. 


Client  groups  sen/ed  by  government  libraries 
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Other  Alberta  government  employees 
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Alberta  govemment  libraries 
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These  clients,  including  staff  clients,  are  estimated  to  number  24,317  annually 
(n=19).  All  libraries  serve  their  organization's  staff,  and  they  all  choose  to  serve 
other  Alberta  govemment  libraries.  It  was  noted  by  both  senior  and  library 
managers  that  some  non-staff  clients  are  served  on  a  limited  basis. 

Senior  managers  state  that  govemment  libraries  are  mandated  to  serve  two 
primary  clients.  These  are  department  staff  and  Alberta  govemment  libraries. 
Other  Alberta  govemment  employees  are  also  seen  to  be  important  clients. 

Since  the  govemment  is  re-focussing  its  efforts  and  resources  on  the  primary 
clients  of  the  future,  libraries  need  to  determine  who  their  primary  clients  of  the 
future  will  be  and  find  cost-effective  ways  of  delivering  services. 

Charging  for  service  does  occur  on  a  limited  basis  for  all  client  groups.  The 
charges  range  from  photocopying  fees  to  a  charge  for  services. 
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The  staff  client  base  is  fairly  evenly  split  between  head  offices  and  outlying  offices  (FIGURE  2). 


FIGURE  2.  Government  Employee  Work  Location  (n=1 065) 


Headquarters 
District  office 
Regional  office 
Other 


Those  staff  selecting  "Other"  indicated  a  variety  of  work  locations  that  are 
specialized  service  points  for  program  delivery. 

While  the  library  in  each  organization  is  not  used  by  every  employee  it  is  used  by  groups  involved 
in  the  policy,  research  and  program  areas  (FIGURE  3). 
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Government  staff  are  frequent  users  of  libraries  (TABLE  2). 


TABLE  2.  Frequency  (%)  of  use  of  library  services  (n=1 064) 


USAGE 

TOTAL 

HEAD 
QUARTERS 

DISTRICT 
OFFICE 

REGIONAL 
OFFICE 

OTHER 

NR 

Daily 

9 

13 

2 

4 

10 

10 

Weekly 

37 

45 

13 

34 

34 

50 

Monthly 

32 

27 

41 

33 

36 

10 

Quarterly 

14 

10 

24 

22 

13 

20 

Yearly 

8 

5 

20 

7 

7 

10 

TOTAL 

100 

100 

100 

100 

100 

100 

Some  37%  of  staff  stated  they  use  the  library  on  a  weekly  basis.  At  headquarters 
locations  45%  of  staff  use  the  library  weekly.  Some  34%  of  regional  office  staff 
(many  of  whom  work  within  the  Edmonton  city  limits)  use  the  library  weekly, 
while  41  %  of  district  office  staff  use  the  library  monthly. 


Information  Needs 

Government  staff  use  many  information  resources  to  do  their  job.  Government  libraries  were 
ranked  highest  after  a  client's  own  files  and  their  department  colleagues  (TABLE  3). 


TABLE  3.  Importance  of  information  resources  (1  =no  value  -  4=high  value) 


RANK 

INFORMATION  RESOURCE 

VALUE 

1 

Their  own  files  (n=1047) 

3.59 

2 

Department  colleagues  or  associates  (n=1054) 

3.35 

3 

Government  library  services  (n=  1 05 1 ) 

3.24 

4 

Internal  memos,  reports  or  databases  (n=1042) 

3.19 

5 

Their  own  outside  reading  (n=1053) 

3.10 

6 

External  contacts  (n=1046) 

3.05 

7 

Other  government  contacts  (n=1052) 

2.92 

8 

External  databases  or  networks  (n=1031) 

2.52 

9 

Non-government  library  services  (n=1043) 

2.48 

Some  of  these  resources  require  the  assistance  of  intermediaries. 
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Current  information  is  perceived  to  be  the  most  valuable  information  resource  for  delivering 
organizational  mandates  (FIGURE  4). 


FIGURE  4. 


Sources  of  information  valuable  in  delivering  organizational  mandates 
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Some  10%,  under  "Other",  stated  national  and  international  subject  networks 
accessible  through  the  library  were  valuable  to  delivering  mandates. 

Staff  indicate  the  need  for  quick  turnaround  times  for  delivering  information  (TABLE  4). 

TABLE  4.  Response  time  needs  for  information  requested  from  library  services  (n=1 021 ) 

CUMULATIVE 

RESPONSE  TIME  NEEDS  FREQUENCY%  FREQUENCY% 


Less  than  one  hour 

16 

16 

Within  one  half  work  day 

9 

25 

Within  one  work  day 

16 

41 

Within  one  week 

37 

78 

Within  one  month 

18 

96 

Over  one  month 

4 

100 

Some  78%  of  requests  for  information  need  to  be  fulfilled  within  1  week  with 
41%  needing  to  be  fulfilled  within  1  work  day.  These  required  mmaround  times 
for  information  delivery  are  dependent  on  the  type  of  information  resource 
required  and  the  purpose  to  which  the  information  will  be  put. 


Alberta  Government  Library  Services:  Meeting  the  New  Challenges 


18 


The  Client 


Delivering  Information  to  the  Client 

Turnaround  time  for  providing  information  is  fastest  using  an  organization's  own  collection  of 
material  (HGURE  5). 


FIGURE  5.  Performance  achieved  providing  reference  service  using  various  sources 
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Turnaround  time  is  the  time  it  takes  to  fulfill  a  request  from  the  moment  a  client 
makes  the  request  to  the  moment  the  client  receives  the  answer. 

Time  spent  is  a  measure  of  staff  time  and  effort  to  fulfill  the  request.  It  reflects 
both  staff  knowledge  of  the  resources  and  time  required  to  use  them. 

As  a  library  goes  outside  its  own  collection  to  respond,  tumaround  time 
increases.  Time  spent  is  lowest  when  using  an  organization's  own  collection  or 
other  government  libraries.  This  could  reflect  the  relevance  of  information 
available  in  govemment  to  the  requests  made. 
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Government  libraries  deliver  documents  well  within  staff  clients'  stated  response  time  needs  of 
one  week  or  less  (FIGURE  6). 


FIGURE  6. 


Performance  achieved  using  various  document  delivery  resources 
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Turnaround  time  doubles  when  resources  outside  government  are  used  for 
document  delivery.  Other  libraries'  performance  in  document  delivery  varies 
between  5  and  8  days. 

The  longest  tumaround  times  for  delivering  documents  are  from  public  libraries 
and  document  delivery  vendors. 
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Purpose  of  Library  Services 

Libraries  have  been  established  in  the  Alberta  government  for  two  principal  reasons.  These  are 
providing  research  assistance  and  acquiring  publications  and  subscriptions  (FIGURE  7). 


FIGURE  7. 


The  purpose  of  libraries,  in  the  Alberta  government 
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Libraries  also  play  an  important  role  in  the  organization  and  dissemination  of 
information.  The  analysis  of  information  is  not  seen  as  a  primary  role  for 
libraries.  Analysis  has  traditionally  been  the  role  of  the  Ubrary  cHent. 
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Library  Organization 

Senior  managers  state  that  78%  of  organizations  deliver  library  services  through  a  centralized 
library  (HGURE  8). 

FIGURE  8.  Library  organization  in  tlie  Alberta  government 


Central  library 

Central  library  with  records  management 

Central  library  with  branches 

Other 


Only  two  organizations  still  have  branch  libraries  and  only  one  organization 
combines  library  and  records  management  functions.  One  senior  manager  stated 
there  were  two  central  libraries;  one  in  each  of  the  organization's  two  main 
buildings.  These  two  libraries  are  slated  to  merge  in  the  near  future. 


Cost  of  Library  Services 

Libraries  (n=18)  will  spend  approximately  $4,800,000  to  deliver  services  to  their  clients  this  year. 

The  budget  breakdown  is  shown  below  (FIGURE  9). 


FIGURE  9.  Budget  resource  allocation  in  government  libraries  (n=18) 
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Libraries  will  spend  $534  in  salaries  and  benefits,  and  $205  in  materials  and  supplies,  for  a  total  of 
$739  per  client  in  1994/95  to  deliver  library  services  This  calculation  is  based  on  5,841  staff  clients. 
The  budget  figures  include  costs  to  deliver  services  to  all  clients. 


Salaries  and  Benefits 

Some  65%  of  library  budgets  ($3,120,000)  will  be  allocated  to  salaries  and 
benefits.  Library  service  in  22  libraries  is  provided  by  92.6  FTE,  for  an  average 
of  4.2  FTE  per  library. 

Staff  in  most  libraries  perform  a  variety  of  functions.  The  PTE's  from  the 
survey  responses  do  not  easily  translate  into  an  equivalent  number  of  positions. 
The  committee  chose  to  normalize  the  data  provided  as  if  it  represented  all 
responding  libraries.  Although  the  following  data  may  not  be  complete,  it  does 
give  a  useful  picture  of  human  resource  allocations. 

Over  half  of  the  human  resources  are  allocated  to  technical  tasks  (FIGURE  10). 


FIGURE  10. 


Human  resource  allocation  in  government  libraries 
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The  work  carried  out  in  libraries  can  be  broken  down  into  three  types;  client 
services,  technical  services,  and  support  services. 

Client  services  is  represented  in  "Reference"  above.  This  service  is  defined  as 
answering  questions,  providing  research  assistance  and  disseminating 
information  to  target  groups.  Some  aspects  of  document  delivery  are  considered 
a  client  service. 
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Technical  services  consists  of  acquiring,  processing,  organizing  and  controlling 
information  for  client  use.  These  services  are  represented  by  "Acquisition", 
"Cataloguing",  "Serials  control"  and  "Document  delivery". 

Support  services  include  office  support,  computer  system  support  and 
consulting  services.  These  services  are  represented  by  "Other"  above. 

From  the  budget  data  provided,  calculations  were  made  to  determine  the  human 
resource  cost  to  deliver  library  services  to  the  government  staff  cUent  base  of 
5,841  individual  (TABLE  5). 


TABLE  5.  Human  resource  cost  to  deliver  library  services  in  government  in  1994/95 


Function 

Percent 

FTE 

Cost  ($) 

Cost($) 
/Client 

Hours 

Hours  / 
Client 

Reference 

29 

27.25 

904,800 

154.90 

51,564 

8.83 

Cataloguing 

19 

18.00 

592,800 

101.49 

34,060 

5.83 

Document 

16 

14.58 

499,200 

85.46 

27,589 

4.72 

Delivery 

Serials  Control 

14 

12.96 

436,800 

74.78 

24,524 

4.20 

Acquisitions 

11 

9.96 

343,200 

58.76 

18,847 

3.23 

Other 

11 

9.85 

343,200 

58.76 

18,637 

3.19 

TOTAL 

100 

92.60 

3,120,000 

534.15 

175,221 

30.00 

Libraries  will  spend  twice  the  time  (17.98  hours/client)  acquiring  and  organizing  information  as 
they  will  spend  locating  and  disseminating  information  to  their  clients  (8.83  hours/client). 


Contracted  Services 

Government  libraries  make  low  to  moderate  use  of  contracted  services  for  technical  services. 

Only  19%  of  libraries  have  used  contracted  cataloguing  services.  These 
have  been  for  specific  projects.  Prices  vary  widely  depending  on  types  and 
volumes  of  material  being  catalogued. 

Some  64%  of  libraries  use  subscription  agent  services.  Subscription  agents, 
are  companies  that  handle  the  ordering,  renewal,  and  control  of  subscriptions 
and  periodicals.  They  have  a  proven  performance  record  in  libraries  and  are 
considered  a  reliable  contract  service  in  government.  Service  charges  vary 
based  on  volume  and  subject  matter. 

Book  jobbers  are  used  by  27%  of  government  libraries.  This  service  is  used 
for  the  acquisition  of  non-subscription  material.  Electronic  ordering  is  possible 
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with  some  of  these  services.  Book  jobbers  have  difficulty  filling  requests  for 
government  documents,  association  works,  conference  proceedings,  or 
unpublished  reports.  These  are  the  materials  frequently  requested  by 
government  staff.  A  20%  service  charge  is  not  unconmion  when  using  a  book 
jobber. 


Materials  and  Supplies 

Govemment  libraries  are  largely  dependent  on  print  formats  to  deliver  information  to  their 
clients. 

About  25%  ($1,200,000)  of  library  budgets  will  be  spent  on  materials  and 
supplies.  Some  58%  of  library  resources  are  now  spent  on  subscriptions  and 
periodicals  (excluding  newspapers).  Only  12%  of  the  resources  are  spent  for  on- 
site  CD-ROM  products  and  external  electronic  information  services  (FIGURE 
ID- 


FIGURE  11. 


Materials  and  supplies  resource  allocation  in  government  libraries  (n=18) 


Books,  reports,  etc. 
Monographic  series 


Electronic  information 
services 


Subscriptions  and 
periodicals 

CD-ROM  products 
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As  a  group,  govemment  libraries  tend  to  acquire  more  information  (17,340) 
than  they  remove  (5,397)  from  their  systems.  This  tends  to  make  their 
collections  historical  in  nature. 

Govemment  libraries  estimate  they  will  catalogue  18,580  imique  items  this 
year. 

An  electronic  information  environment  for  clients  is  a  long  way  from  being 
realized. 
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The  1993  edition  of  Books  and  Periodicals  Online,  lists  84,640  titles  (books, 
reports,  and  subscriptions)  available  on-line.  This  is  an  increase  of  29,000  titles 
over  the  previous  year.  By  comparison,  the  1994  edition  of  the  Serials 
Directory  contains  155,000  international  subscription  titles.  The  1993-94 
edition  of  Books  in  Print  encompasses  1,500,000  book  titles. 

Publications  used  by  staff  clients  are  not  normally  available  in  electronic 
format. 

Information  Expenditures 

Information  purchasing  activity  in  an  organization  is  related  to  the  variety  of  ways  purchasing 
authority  is  established.  This  budget  environment  encourages  duplication  and  overlap  in  the 
acquisition  of  publications. 

Senior  managers  were  asked  whether  money  was  spent  outside  their 
organization's  library  on  electronic  information  services,  books  or 
subscriptions.  Over  89%  state  that  this  is  the  case. 

A  small  number  of  organizations  give  libraries  authority  to  acquire  publications 
for  an  organization.  Others  libraries  have  authority  over  their  own  budgets  plus 
administrative  responsibility  for  acquiring  publications  from  other  budgets.  Still 
other  libraries  administer  the  acquisition  of  publications  but  have  no  budgetary 
authority. 

Senior  managers  chose  examples  of  the  types  of  information  being  acquired 
with  non-library  budgets  (FIGURE  12) 


FIGURE  12.  Information  resources  purchased  outside  library  budgets 


Electronic  information  services 

Books  and  reports  g 
Subscriptions  and  periodicals  m 
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Some,  but  not  all  of  this  information  is  included  in  library  inventories. 
Therefore,  it  is  difficult  for  libraries  or  their  senior  managers  to  determine  the 
extent  to  which  duplication  and  overlap  may  be  occurring. 

Library  Technology 

Inconsistencies  in  budgeting  practice  and  reporting  expenditures  across 
government  made  it  impossible  to  determine  how  much  organizations  spend  on 
library  technology. 

Some  91%  of  government  libraries  (n=22)  make  use  of  automated  library  systems  (FIGURE  13). 
Government  libraries  have  automated  technical  processes  more  than  their  client  services. 


FIGURE  13.  State  of  automation  in  government  libraries  (n=1 6  -  22) 
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The  remainder  are  investigating  a  variety  of  systems  for  the  future.  At  least  1 1 
systems  are  used  in  libraries  and  no  one  system  dominates. 

Many  Hbraries  have  not  implemented  international  library  data  standards  such 
as  MARC  (MAchine-Readable  Cataloguing)  or  the  Z39:50  information 
retrieval  protocol  that  facilitate  data-sharing  and  the  utiUzation  of  electronic 
technical  services. 

As  organizations  themselves  are  at  various  stages  of  network  development,  this 
affects  libraries'  ability  to  make  information  available  electronically  for  their 
cUents.  It  also  limits  their  abihty  to  retrieve  and  share  information,  and  link  with 
outside  resources. 
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Impact  of  Services 

The  greatest  impact  library  services  has  on  an  organization,  according  to  senior  managers 
responsible  for  these  services,  is  providing  information  for  improved  decision-making  (FIGURE 
14). 


FIGURE  1 4.  Impact  of  library  services  on  organizations 
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Library  services  also  play  a  role  in  saving  time/increasing  productivity. 

Indications  are  that  decisions  made  affecting  an  organization's  library  have  an  impact  on 
government-wide  access  to  information. 

Some  40%  of  staff  clients  (n=1061)  indicate  they  made  direct  use  of 
government  libraries  outside  their  organization. 
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Quality  of  Services 

Staff  (n=1070)  placed  a  fairly  high  value  (X  =  3.31)  on  government  library  services  in  assisting 
them  to  do  their  jobs. 

Those  who  did  not  value  government  library  services  (n=30)  indicated  the 
following  reasons: 

•  library  location  is  not  convenient, 

•  library  does  not  always  have  the  most  current  information, 

•  materials  are  purchased  directly  and  kept  at  their  work  site, 

•  information  is  found  faster  by  talking  to  colleagues,  and 

•  information  needed  is  obtained  from  public,  academic  libraries  or  the  private 
sector. 


The  assistance  of  knowledgable  staff  who  understand  an  organization's  business,  access  to,  and  the 
provision  of  subject-specific  material  are  highly  valued  for  getting  jobs  done.  (FIGURE  15). 


FIGURE  15. 
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Also  highly  valued  is  project  research  assistance,  that  is,  helping  staff  develop  a 
research  plan,  solve  a  problem,  make  a  recommendation  or  decision  and  help 
design  and  conduct  a  research  project,  as  well  as  information  updates. 

Although  senior/executive  management  placed  the  highest  value  on 
management  publications,  most  clients  find  these  publications  the  least 
valuable. 

The  products  and  services  of  libraries  are  more  highly  valued  than  the  tools 
used.  Surprisingly,  tools  such  as  databases  and  CD-ROM  products  are  not  as 
highly  valued  as  other  services.This  could  indicate  clients  are  more  concerned 
with  the  information  delivered  than  the  tools  used  to  retrieve  it. 

Research/policy  staff  placed  the  highest  value  on  all  services  except  trend  and 
issue  analysis.  Legal/regulatory  information  is  more  valuable  to  administrative 
support  staff  than  any  other  job  category.  Notification  of  new  materials  is  valued 
the  highest  by  program  delivery  staff. 

In  general,  the  senior  managers  value  library  services  higher  than  the  clients 
who  use  them.  This  would  not  be  unexpected  for  a  group  responsible  for  these 
services. 

Accuracy  and  relevance  are  the  most  highly  valued  aspects  of  information  retrieved  from  libraries 

(HGURE  16). 


FIGURE  16.  Value  of  aspects  of  information  retrieved  from  libraries  (n=1048  - 1052) 
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Value  of  Library  Proximity 
The  proximity  of  a  library  is  important  to  staff  in  doing  their  jobs  (FIGURE  17) 


FIGURE  1 7.  Library  proximity  and  its  value  in  completing  job  tasks  (n=1 018-1 043) 
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Staff  (n=1067)  placed  a  medium  to  high  value  (X  =  3.27)  on  the  proximity  of  a 
library.  Timeliness,  convenience,  efficiency  and  subject  specialized  assistance 
from  library  staff  are  the  most  valuable  benefits  of  proximity. 


Not  having  a  library  in  proximity  could  have  a  significant  budgetary  impact  on  individual 
organizations  (FIGURE  18). 
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FIGURE  18.  Solutions  to  not  having  a  library  in  proximity  (n=1064) 
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Some  69%  of  staff  indicate  they  would  use  the  library  regardless  of  proximity. 
However,  86%  would  supplement  their  use  of  a  distant  library  by  purchasing 
books,  reports,  subscriptions  (45%),  and  electronic  sources  of  information 
(41  %).  These  mini-libraries  increase  convenience  for  a  few  but  decrease  the 
accessibility  of  information  within  an  organization. 

The  high  cost  of  the  publications  and  on-line  services  that  staff  would  choose  to 
have  close  at  hand  for  working  convenience  could  have  a  considerable  impact 
on  spending  in  organizations  and  increase  duplication  and  overlap  in 
information  resources. 

Though  staff  are  familiar  with  library  services  outside  government,  they  do  not  generally  feel  these 
services  can  replace  a  government  library. 

Some  60%  of  staff  (n=1069)  indicate  they  make  use  of  library  services  outside 
government  to  do  their  jobs.  They  stated  the  following  reasons: 

•  The  information  was  not  available  in  their  organization's  library, 

•  Their  organization's  library  could  not  retrieve  the  information  within  the 
deadlines  required, 

•  It  was  convenient  because  the  service  was  on  the  way  home  or  closer  to  their 
place  of  work,  and 

•  Other  services  had  more  convenient  hours. 

Given  these  reasons  and  the  general  awareness  of  Ubrary  services  outside 
government,  55%  of  staff  (n=1066)  felt  government  Ubrary  services  could  not 
be  replaced. 
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Only  20%  of  staff  felt  that  outside  services  such  as  public,  college,  university 
libraries,  or  information  brokers  could  replace  government  libraries.  There  were 
25%  who  stated  they  did  not  know. 

Research/policy  staff  most  frequently  said  govemment  libraries  could  not  be 
replaced  (66%);  senior/executive  management  were  the  most  likely  to  say 
government  libraries  could  be  replaced  (30%);  25%  of  all  staff  did  not  know 
whether  government  library  services  could  be  replaced. 


When  asked  how  paying  a  fee-for-service  would  affect  their  use  of  libraries, 
36%  of  staff  (n=1023)  indicated  they  would  be  more  selective  in  their  use  of  the 
service,  26%  stated  they  would  still  use  the  service,  and  only  2%  stated  they 
would  buy  the  service  elsewhere. 

Even  so,  only  8%  would  do  without  the  information  and,  21%  stated  they  would 
find  alternative  methods  of  gathering  information.  This  could  mean  clients 
would  rely  on  copying,  colleagues,  and  what  they  presume  will  be  "free 
services"  outside  government. 

The  ideal  library  service  is  perceived  as  providing  the  information  required  within  client 
deadlines,  staff  expertise,  relevant  library  publications  and  readily  accessible  coUections  (TABLE 
6). 


TABLE  6.  Importance  of  various  characteristics  of  an  ideal  library  service  (n=1 01 4) 


RANK 

IDEAL  LIBRARY  SERVICE  CHARACTERISTICS 

POINT 
RATING 

(%) 

WEIGHT 

1 

Provision  of  the  information  requested 

18.82 

0.19 

2 

Provision  of  the  information  within  their  deadlines 

14.31 

0.14 

3 

Staff  with  expertise  to  assist  in  retrieving  information 

12.77 

0.13 

4 

Library  publications  relevant  to  your  specific  job  task 
needs 

11.63 

0.11 

5 

Readily  accessible  resources  that  are  easily  browsed 

10.73 

0.11 

6 

Staff  tiiat  are  willing  to  do  the  utinost  to  assist  you 

9.91 

0.10 

7 

Technology  that  identifies  information  from  around  the 
world 

7.81 

0.08 

8 

Rexible  delivery  methods  geared  to  the  way  they  use 
information 

5.99 

0.06 

9 

Delivery  of  information  from  the  library  and  beyond 

4.85 

0.05 

10 

Work  atmosphere  conducive  to  doing  their  job 

3.18 

0.03 

TOTAL  100  1.00 
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This  weighting  will  prove  useful  in  developing  performance  measures  for  the 
future. 


Client  Services 

Libraries  across  government  need  quality  assurance  and  performance  measures  that  can  be  used 
to  ensure  quality  within  their  own  services.  At  the  present  time  we  do  not  measure  our  services  well. 

The  most  common  methods  used  to  ensure  quality  are  one-on-one  interviews 
(91%)  and  library  surveys  (64%).  However,  there  is  no  single  standard  in  use  by 
government  libraries  that  measures  quality  in  service. 


Reference  Services 


Reference  services  are  the  most  knowledge-intensive  offered  in  libraries.  The 
service  requires  experience  in  finding  and  using  subject-specific  information 
resources.  It  requires  a  detailed  knowledge  of  an  organization's  business. 
Delivering  the  service,  especially  in  govemment,  often  entails  confidentiality. 
Transactions  are  specific  and  do  not  lend  themselves  to  generic  responses. 


Government  libraries  (n=22)  expect  to  respond  to  approximately  95,000  requests  for  information 
this  year.  Overall,  96%  of  these  reference  requests  will  be  filled. 

The  committee  asked  Hbrary  managers  to  report  their  reference  activity  by  the 
internal  and  external  resources  they  utilized.  The  purpose  was  to  derive  data  on 
the  performance  of  various  services.  Because  library  managers  report  reference 
service  in  a  variety  of  ways,  the  data  was  normalized.  A  more  accurate  pictiu^e 
of  this  service  will  require  more  research  and  government-wide  standards  for 
record  keeping. 


Libraries  answer  most  requests  for  information  using  their  own  collections  (FIGURE  19). 
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FIGURE  19. 


Resources  used  to  fulfill  requests  for  infomnatlon 


Own  collection 


Public 


Databases/CD-ROMs  |      [  College 
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Other  government 


Government  libraries  make  little  use  of  public,  college  or  university  libraries  for 
reference  service.  One  library  in  the  government  system  accounts  for  54%  of 
the  use  of  university  libraries  for  this  service. 

Information  brokers  have  been  used  by  only  2  government  libraries. 

Brokers  provide  reference  service  on  demand. 


Collection/Circulation  Services 
The  current  information  owned  by  government  libraries  is  circulated  more  heavily  than  the 
retrospective  or  historical  material. 

There  are  9,986  subscriptions  titles  held  in  government  libraries.  These  are 
some  of  the  most  current  sources  of  information  for  clients.  Of  these  titles, 
111,152  issues  will  circulate. 

Govemment  libraries  (n=19)  hold  approximately  450,000  unique  books  and 
reports  in  their  collections.  They  estimate  79,248  (18%)  of  these  items  will 
circulate  to  clients  (including  staff  clients)  this  year. 


Document  Delivery  Services 

All  govemment  libraries  provide  a  document  delivery  service.  This  service  is 
defined  as  retrieving  and  delivering  documents  that  are  not  owned  by  the 
library.  This  includes  interlibrary  loan,  document  delivery  vendors  and 
retrieving  full  text  on-line  or  from  CD-ROM  products. 
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Over  26,000  documents  will  be  delivered  to  staff  clients  by  government 
libraries  (n=19)  in  1994.  Overall,  government  libraries  have  a  96%  success  rate 
in  delivering  documents. 

Libraries  (n=17)  will  deliver  25,476  documents  to  clients  outside  their 
organization  in  1994.  There  are  4  libraries  that  deliver  89%  of  these  requests. 

The  following  document  delivery  data  was  normaUzed  for  representational 
purposes.  A  more  accurate  picture  of  this  service  will  require  government- wide 
standards  for  record  keeping. 

Documents  are  delivered  to  staff  clients  using  a  number  of  resources  (FIGURE  20). 


FIGURE  20.  Documents  (%)  delivered  from  various  resources  to  staff 


College  Libraries 
University  Libraries 
Doc.  delivery  vendors 


University  libraries  are  the  source  for  51%  of  the  documents  delivered  to  staff 
clients.  However,  5  libraries  account  for  85%  of  the  requests  filled  using 
university  libraries. 

There  are  9  libraries  that  make  use  of  document  delivery  vendors.  The 

remaining  document  delivery  function  is  filled  using  interlibrary  loan  (ILL). 


Library  Publications  and  Special  Services 

Publications  produced  by  government  libraries  emphasize  customizing 
information  for  use  by  the  organization  and  individual  clients.  These  include 
bibliographies,  current  awareness  routing  and  acquisition  lists. 
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Less  than  40%  of  libraries  (n=22)  offer  publications  that  involve  analyzing  or 
synthesizing  information.  These  publications  include  specialized  indexing 
services  and  selective  dissemination  of  information. 


The  most  commonly  provided  specialized  service  in  government  libraries  is  research  assistance 

(HGURE  21). 


FIGURE  21 .  Specialized  services  offered  by  government  libraries  (n=22) 
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This  service,  like  reference  services,  requires  expertise  in  subject  information 
and  knowledgeable  staff  who  understand  an  organization's  business. 


Libraries  continue  to  rely  on  traditional  methods  to  communicate  with  clients  (FIGURE  22). 
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FIGURE  22.  Communicating  with  clients  (n=22) 
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Libraries  use  a  variety  of  electronic  messaging  systems  to  communicate  with 
clients.  However,  these  systems  are  not  available  nor  coordinated  across 
govemment.  For  example,  only  a  few  libraries  have  Intemet  access;  a  powerful 
communication  and  networking  tool. 

Some  libraries  (n=6)  have  aligned  themselves  with  non-government  library 
partners  and  associations.  This  gives  them  access  to  sophisticated  technologies 
not  available  in  govemment  and  facilitates  information-sharing  among  the 
partners  and  associations.  However,  this  approach  does  not  generally  facilitate 
sharing  of  information  across  govemment  organizations. 
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The  staff  clients  were  asked  to  state  what  they  would  like  to  see  provided  in  a 
future  government  library  service.  The  following  were  the  most  common 
expectations. 

Many  staff  expressed  concern  about  the  loss  of  existing  services.  This  wsts  expressed  eloquently  in 
the  following  sentiment: 

"Those  who  do  not  read  have  no  advantage  over  those  who  can't!  Libraries  are  still  the 
primary  source  of  productivity  increases  -  but  only  for  those  who  use  them." 

Others  were  very  futuristic  in  their  outlook.  They  wanted  the  information  world  at  their  desktops. 
The  location  of  the  information  was  not  relevant. 

"Ability  to  search,  request  and  receive  information  from  my  desk  using  my  computer 
would  greatly  assist  me  in  doing  my  job.  It  would  cut  down  on  the  amount  of  paper 
circulating  and  allow  multiple  user  access  to  the  same  information  on-line." 

"State  of  the  art  equipment  to  access  information  from  around  the  world  and  capability 
to  download  it." 

A  consistent  service  trend  identified  across  government  pointed  to  the  need  for  access  to  subject- 
specific  information. 

"Need  to  be  able  to  identify  service  of  current  information  relative  to  topic  from  the 
'best'  source  available.  Specific,  targeted  and  complete  information  sourced  from  most 
authoritative  avenue  -  be  it  within  Alberta,  North  America  or  internationally." 

There  was  a  recognition  of  a  need  for  a  greater  variety  of  information  in  order  to  do  their  jobs. 
With  this  came  the  recognition  of  a  need  for  flexible  accessibility  and  delivery  methods. 

"Most  government  libraries  are  specialist  libraries.  Future  links  must  be  developed  with 
similar  services  across  the  subject  lines.  This  will  no  doubt  evolve  as  the  'Information 
Super  Highway'  evolves." 

"A  service  that  is  flexible  in  the  way  it  delivers  its  services  with  a  view  to  recognizing 
alternative  delivery  methods,  perhaps  some  kind  of  partnership  arrangement  with 
municipal/private  sector  information  services  to  enrich  information  access/availability." 

Over  and  over  staff  emphasized  the  importance  of  knowledgable  information  experts. 

"Continued  access  to  information  in  government  and  outside  sources  and  staff  with 
expertise  who  are  knowledgable  in  material  specific  to  our  department  and  in  general 
procedures  for  researching  information." 

"Staff  with  expertise  to  assist  in  making  best  use  of  available  databases.  It  is  difficult  to 
learn  to  use  new  technology  in  terms  of  job  priorities  and  demands  on  my  time." 


39 


Alberta  Government  Library  Services:  Meeting  the  New  Challenges 


Expectations  for  Service 


In  summary,  staff  see: 

"government  library  services  becoming  an  integral  part  of  the  global  information  highway." 

To  highlight  the  survey  data,  senior  managers  made  a  number  of  comments. 
These  include: 

There  is  a  need  for  "greater  utilization  of  electronic  transfer  of  information  via  networks 
within  and  between  the  departments  and  outside.  Timely  access  to  very  specific 
information  via  networks  to  satisfy  unique  needs  of  the  department  regarding  its  roles 
and  responsibilities." 

'The  increased  involvement  of  libraries  in  new  information  technologies  will  lead  to  a 
greater  emphasis  on  'accessing'  information  rather  than  'collecting'  it.  In  this  way,  the 
libraries  will  be  much  more  responsive  to  the  changing  needs  of  the  department.' 

"Libraries  tend  to  have  [too]  many  client  groups.  Business  planning  will  force  us  to 
select  priority  target/client  groups  and  to  realign  our  operations  to  serve  them  better." 

"Libraries  will  need  to  be  highly  focussed  on  business  plan  priorities  rather  than  serving 
all  and  every  department  request." 


The  Future  Environment 


Senior  managers  see  a  decrease  in  budgets,  and  no  change  or  a  decrease  in  staffing.  Even  so,  they 
see  an  increase  in  computer  applications  in  libraries,  a  greater  demand  for  library  services  and 
more  marketing  required  for  these  services.  Library  coUection  sizes  will  remain  unchanged  and 
accessibility  to  the  library  will  not  increase  (FIGURE  23). 
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Senior  managers  responsible  for  library  services  were  asked  to  give  the  trends 
over  the  next  five  years  that  would  have  an  impact  on  library  services. 

Given  these  trends,  senior  managers  feel  that  the  greatest  value  of  a  library  in  the  future  will  be 
responding  to  changing  needs  (FIGURE  24). 


FIGURE  24.  Value  of  government  libraries  in  the  future 
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Libraries  will  also  play  an  important  role  in  delivering  effective  services  and 
making  staff  more  productive. 


Delivery  Models  for  Library  Service 

The  survey  results  combined  with  current  trends  in  information  access  and 
retrieval  derived  from  the  literature  allowed  a  number  of  service  delivery 
models  to  be  developed. 

The  virtual  library  is  a  library  without  walls.  This  model  links  information 
resources  from  around  the  world  through  an  electronic  network.  Information 
that  is  not  available  locally  is  retrieved  electronically.  In  the  ideal  virtual  library 
the  electronic  link  between  resources  is  seamless  and  the  movement  from  one 
resource  to  another  by  the  client  is  transparent.  The  AT&T  libraries  in  the 
United  States  are  moving  in  this  direction. 

The  centralization  of  administrative  and  technical  support  services  with 
decentralized  client  services  maintains  subject  resources  and  expert  information 
assistance  close  to  the  clients  who  use  them.  This  model  centralizes  tasks  that 
are  routine,  labour  intensive  and  common  to  all  client  service  points.  It  ensures 
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standards  across  a  service.  An  example  of  this  is  the  University  of  Alberta 
Library  System. 

The  privatization  or  centralization  of  technical  support  services  maintains 
decentralized  administration  and  client  services,  but  centralizes  or  contracts  out 
the  labour-intensive  tasks  private  industry  is  able  to  provide  more  cost- 
effectively.  The  University  of  Alberta  Library  System  is  an  example  of  a  library 
studying  privatization.  The  Edmonton  Public  Library  is  an  example  of 
centralized  technical  support  services. 

The  clustered  library  centralizes  the  administration  and  location  of  a  number 
of  libraries  into  one  building.  An  example  of  this  model  is  the  Quebec 
Administrative  Library. 

The  central  library  places  all  client  services  as  well  as  administrative  and 
technical  services  in  one  location.  Examples  would  include  individual  corporate 
libraries  and  small  public  libraries  in  rural  settings. 

The  privatized  library  results  from  contracting  out  all  aspects  of  library 
service.  This  model  was  experimented  with  in  the  United  States  federal 
government  in  the  1 980s . 


Portions  of  these  models  can  be  combined  to  provide  ideal  library  service 
options  for  govemment  staff. 
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The  following  conclusions  can  be  drawn  from  the  data  gathered  for  this  study: 

•  Individual  department  library  resources  are  utilized  by  staff  from  across 
government  and  are  viewed  as  a  government- wide  resource  (p.28). 

Thus,  decisions  made  affecting  an  organization's  library  have  an  impact 
across  government. 

•  In  addition  to  staff,  govemment  libraries  serve  a  diverse  client  base  outside 
government  (p.  15). 

•  Govemment  libraries  are  the  most  important  information  resource  for 
govemment  staff  outside  their  own  files  and  department  colleagues  (p.  17). 

•  Staff  do  not  believe  that  outside  services  such  as  public,  academic  libraries 
or  information  brokers  could  replace  the  services  of  govemment  libraries 
(p.32). 

•  The  most  valued  services  provided  by  govemment  libraries  are  the 
assistance  of  knowledgable  staff  who  understand  an  organization's  business 
and  access  to  and  provision  of  subject-specific  material  (p.29,  33). 

Accuracy  and  relevance  are  the  most  highly  valued  aspects  of  information 
retrieved  from  libraries  (p.30). 

•  Speedy  access  to  information  is  vital  to  staff;  41%  of  information  requests 
need  service  within  one  day,  78%  need  service  within  one  week  (p.  18). 

•  A  comparison  of  the  information  resources  used  shows  that  staff  information 
needs  are  met  most  effectively  when  using  an  organization's  own  library 
staff  and  collection  (p.  19-20). 

•  Proximity  to  the  library  is  important.  Indications  are  that  increased 
purchasing/duplication  would  occur  if  a  library  were  not  in  proximity  (p.31). 

•  Govemment  staff  indicate  a  need  to  communicate  with  information 
providers  in  the  public  and  private  sector,  from  the  local  to  the  global 
context,  and  to  exchange  information  via  electronic  networks  (p.39). 

•  There  is  a  lack  of  coordinated  communications  and  networking  capabilities 
across  govemment  preventing  many  govemment  hbraries  from  taking  full 
advantage  of  new  and  emerging  electronic  services  (p.27). 

•  Govemment  libraries  make  low  to  moderate  use  of  contracted  services 
(p.24). 

•  Govemment  libraries  spend  twice  as  much  time  acquiring  and  organizing 
information  as  they  spend  linking  people  with  information  (p.24). 

•  Govemment  libraries  do  not  have  consistent  ways  of  recording  their 
activities  (p.34). 
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They  do  not  have  standard  quality  assurance  and  performance  measures  that 
can  be  used  to  ensure  the  quality  of  their  own  services  (p. 34). 

•  The  budget  practices  surrounding  libraries  may  encourage  duplication  and 
overlap  in  the  acquisition  of  some  information  resources  (p.26). 

A  more  consistent  way  of  establishing  authority  for  acquiring  information 
resources  across  govemment  will  assist  in  minimizing  duplication  and 
overlap. 


Recommendations 

The  survey  results,  current  economic  restraints,  and  government-wide  trends, 
indicate  govemment  libraries  will  need  to: 

•  reassess  their  service  priorities  and  methods  to  align  them  with  govemment 
business  plan  priorities, 

•  be  responsive  to  changing  needs,  and 

•  with  unchanged  or  decreasing  resource  allocations,  be  able  to  respond  to 
increasing  demand  for  services  and  be  capable  of  delivering  these  services  in 
an  electronic  information  environment. 

The  Library  Services  Review  Committee  makes  the  following 
recommendations: 

1 .  That  govemment  libraries  prepare  to  work  in  a  virtual  library  environment. 
That  is,  that  all  resources  acquired  for  govemment  be  accessible  and 
available  freely  and  easily  to  all  govemment  staff. 

Libraries  implement  the  data  storage  and  retrieval  standards  and  protocols  known  as 
MARC  and  Z39:50,  in  preparation  to  deliver  information  in  a  virtual  library 
environment. 

As  this  model  develops,  "electronic  movement"  from  one  resource  to  another,  inside 
and  outside  govemment,  becomes  transparent  to  the  client. 
This  model  will  maintain  minimum  subject-specific  print  material  close  to  users 
while  providing  electronic  access  to  and  delivery  of  information  on  an  as-need  basis. 
This  model  will  allow  for  tracking  of  costs  which  will  open  the  way  for  cost- 
recovery  and  revenue  generation  in  libraries. 

The  limiting  factor  in  implementing  this  environment  is  the  financial  stress 
many  libraries  will  experience.  They  will  be  required  to  implement  expensive 
technology  while  maintaining  core  "paper  libraries"  until  more  information  is 
readily  available  electronically. 
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2.  Do  not  consolidate  government  library  collections  and  services  in  a  central 
location.  A  move  of  this  nature  is  expensive,  unnecessary  given  the 
information  technology  that  would  realize  the  virtual  library,  and  counter  to 
the  surveyed  needs  of  staff  clients. 

3.  That  a  consortium  representing  govemment  libraries  be  mandated  to  pursue 
the  most  cost-effective  contracts  for  outsourced  services  in  cataloguing, 
technical  support  services,  and  information  service  vendors. 

Initial  calculations  indicate  a  potential  for  20%  savings  across  library  budgets  by 
pursuing  private  sector  contracts  in  cataloguing,  document  delivery,  serials  control 
and  acquisition  for  govemment  as  a  whole. 

A  virtual  library  and  consortium  approach  could  lead  to  further  reductions  by 
minimizing  the  need  to  maintain  large  print  collections. 

Preliminary  investigation  of  the  cost  of  outsourcing  non-technical  services 
shows  that: 

Document  delivery  costs  from  vendors  in  Canada  range  from  $7.00  to  $40.00 
depending  on  the  type  of  document  (article  versus  book)  being  delivered. 

The  cost  for  a  hbrary  to  complete  an  interlibraiy  loan  transaction  averages  $29.55 
[US]"  (Roche  1993).  Staff  costs  represent  about  77%  of  this  transaction  price. 
The  average  cost  to  deliver  reference  service  by  govemment  is  $26.00  per  hour 
plus  resource  charges  (based  on  the  average  salary  and  benefits  paid  to  an 
experienced  reference  Ubrarian  in  the  Alberta  govemment). 

Govemment  would  pay  at  least  a  33%  premium  to  use  information  broker 
services.  The  published  private  sector  prices  varies  depending  on  the  subject 
information  required.  Calgary  Public  Library  charges  $40.00  per  hour  for  a  business 
information  request.  The  Business  Information  Centre  at  the  University  of  Toronto 
charges  between  $80.00  and  $100.00  per  hour  for  the  same  request.  CISTI  (Canada 
Institute  for  Scientific  and  Technical  Information)  charges  $65.00  for  scientific, 
technical  and  health  information  requests.  Law  Search  charges  $80.00  per  hour  for 
legal  searches.  These  prices  do  not  include  database  charges. 

The  limiting  factors  in  the  success  of  implementing  a  consortium  are  the  lack  of 
an  existing  authority  within  govemment  to  take  up  the  mandate  and  that  a 
competitive  mdustry  to  provide  outsourced  service  to  libraries  does  not  exist. 

4.  Library  services  should  be  redefined  to  focus  on  primary  clients.  It  is 
govemment  organizations  that  need  to  define  these  primary  clients. 

Govemment  organizations  examine  library  mandates  and  define  essential  library 
services,  concentrating  on  types  of  information  services  staff  have  identified  as 
having  the  greatest  value. 

Charging  back  for  hbrary  services  rendered  to  non-primary  clients  be  investigated. 
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5.  To  reduce  the  duplication  and  overlap  of  purchasing  information  resources  in 
organizations,  libraries  be  authorized  to  do  all  such  purchasing. 

These  resources  would  then  be  easily  traced  and  available  to  all  government,  not  just 
to  a  few  individuals. 

Savings  realized  implementing  Recommendations  2-5  could  be  used  within 
organizations  over  the  next  two  years  to  lessen  the  impact  of  Recommendation 
1. 

6.  Libraries  develop  and  implement  a  cross-government  standard  to  record 
service  activity  and  measure  the  quality  of  their  performance  under  the 
auspices  of  the  Alberta  Government  Libraries'  Council. 

7.  Government  establish  a  process  with  deadlines  whereby  interdepartmental 
information  issues  can  be  coordinated.  These  issues  affect  records 
management,  information  technology,  govemment  publications,  access  to 
information,  and  libraries. 

Coordinated  communications  and  networking  capabihties  across  govemment  and 
within  organizations  would  reduce  duplication  of  resources  and  effort,  thus  making 
better  use  of  information,  human,  and  financial  resources. 

8.  Studies  addressing  the  public  and  its  use  of  govemment  library  services,  and 
the  potential  for  libraries  to  generate  revenue  be  initiated. 


Alberta  Government  Library  Services:  I^Aeeting  tlie  New  Challenges 


46 


References  Consulted 


References  Consulted 

Applegate,  Lynda  M.,  et.  al.  "Information  technology  and  tomorrow's 
manager".  Harvard  Business  Review,  66(6) :  128-136.  November-December 
1988. 

Ardis,  Susan.  Library  without  walls :  plug  in  and  go.  Washington,  D.C. : 
Special  Libraries  Assoc.,  1994.  216p. 

Asantewa,  Doris.  Strategic  planning  basics  for  special  libraries.  Washington, 
D.C. :  Special  Libraries  Assoc.,  1992.  57p. 

Berry,  Leonard  L.  and  A.  Parasuraman.  Marketing  services  :  competing 
through  quality.  New  York  :  Free  Press,  1991.  21 2p. 

Blueprint  for  renewing  government  services  using  information  technology. 
Draft  Discussion.  [Ottawa]  :  Treasury  Board  of  Canada,  1994.  73p. 

Buckland,  Michael.  Redesigning  library  services  :  a  manifesto.  Chicago  : 
American  Library  Assoc.,  1992.  82p. 

Busha,  Charles  H.  and  Stephen  P.  Harter.  Research  methods  in  librarianship : 
techniques  and  interpretation.  Toronto  :  Academic  Press,  1980.  417p. 

Carroll,  Jim.  'The  information  highway  is  a  bunch  of  hooey".  Information 
Highways,  1(5) :  20-21.  June  1994. 

Casey,  Vicki.  "Public  libraries  and  the  information  highway:  reserve  lane  or  fast 
track  to  oblivion?"  Information  Highways,  1(6) :  18-21.  August  1994. 

Christianson,  Elin  B.,  et.  al.  Special  libraries :  a  guide  for  management.  3rd  ed. 
Washington,  D.C. :  Special  Libraries  Assoc.,  1991.  92p. 

Davenport,  Thomas  H.,  et.  al.  "How  executives  can  shape  their  company's 
information  systems".  Harvard  Business  Review,  67(2) :  130-134.  March- April 
1989. 

Davenport,  Thomas  H.  "Saving  IT's  soul :  human  centered  information 
management".  Harvard  Business  Review,  72(2) :  119-131.  March- April  1994. 

Delsey,  Tom.  "Speaking  from...  corporate  policy  and  planning".  National 
Library  News,  26(5) :  2-3.  May  1994. 


47 


Alberta  Government  Library  Services:  Meeting  the  New  Challenges 


References  Consulted 


Drake,  Mirriam.  "Recognition  of  our  profession  is  growing".  SpeciaList,  17(4) : 
8.  April  1994. 

Duck,  Jeanie  Daniel.  "Managing  change  :  the  art  of  balancing".  Harvard 
Business  Review,  71(6) :  109-118.  November-December  1993. 

"Embracing  new  technology:  a  long  term  relationship  or  a  Las  Vegas  divorce". 
Con-nexus,  4(2) :  10-11.  Summer  1994. 

Findings  of  the  1993/94  survey  on  the  use  of  Alberta  Government  and 
University  of  Alberta  libraries'  resources.  Compiled  by  Cooperative 
Govemment  Library  Services  Section,  Alberta  Legislature  Library.  [Legislature 
Library]  :  Edmonton,  1994,  Unpaged. 

"Gateway  to  a  world  of  information  :  federal  govemment  libraries  in  the 
1990s".  Liaison,  Special  Issue.  January-Febmary  1994. 

Gorman,  M.  "Innocent  pleasures".  In  The  Future  is  now:  the  changing  face  of 
technical  services.  Proceedings  of  the  OCLC  symposium  at  the  ALA  midwinter 
conference  in  Los  Angeles,  Califomia,  Febmary  4, 1994  by  the  American 
Library  Association.  Ohio  :  OCLC  Online  Computer  Library  Center,  1994.  pp 
39-42. 

Goss,  Tracy,  et.  al.  'The  Reinvention  roller  coaster  :  risking  the  present  for  a 
powerful  future".  Harvard  Business  Review,  71(6) :  97-108.  November- 
December  1993. 

Griffiths,  Jose-Marie  and  Donald  W.  King.  Special  libraries  :  increasing  the 
information  edge.  Washington,  D.C. :  Special  Libraries  Assoc.,  (SLA  research 
series  9).  1993.  197p. 

Hall,  Gene,  et.  al.  "How  to  make  reengineering  really  work".  Harvard  Business 
Review,  71(6) :  119-131.  November-December  1993. 

Hammer,  Michael.  "Reengineering  work  :  don't  automate,  obliterate".  Harvard 
Business  Review,  68(4) :  104-112.  July-August  1990. 

Hawkins,  Brian  L.  "Planning  for  the  national  electronic  library".  Educom 
Review,  29(3) :  19-29.  May- June  1994. 

Hirshon,  Arnold.  "The  Lobster  quadrille:  the  future  of  technical  services  in  a  re- 
engineering  world".  In  The  Future  is  now:  the  changing  face  of  technical 
services.  Proceedings  of  the  OCLC  symposium  at  the  ALA  midwinter 
conference  in  Los  Angeles,  Califomia,  Febmary  4, 1994  by  the  American 
Library  Association.  Ohio  :  OCLC  Online  Computer  Library  Center,  1994.  pp 
14-20. 


Alberta  Government  Library  Services:  Meeting  the  New  Challenges 


48 


References  Consulted 


Katz,  William  A.  Introduction  to  reference  work,  Volume  II  Reference 
services  and  reference  processes.  4th  ed.  Toronto  :  McGraw-Hill,  1982.  309p. 

Keays,  Thomas.  "Searching  online  database  services  over  the  Internet".  Online, 
17(1):  29-33.  January  1993. 

Keenan,  Stella.  "Predictions  for  the  year  2000".  Online  &  CDROM  Review, 
17(1) :  37-39.  January  1993. 

Kleiner,  Kurt.  "What  a  tangled  Web  they  wove  ...".  New  Scientist,  143(1936) : 
35-39.  July  30, 1994. 

Krackhardt,  David  and  Jeffrey  R.  Hanson.  "Informal  networks  :  the  company 
behind  the  chart".  Harvard  Business  Review,  71(4) :  104-111.  July-August 
1993. 

Ladner,  Sharyn  J.  and  Hope  N.  Tillman.  "Using  the  Internet  for  reference". 
Online,  17(1) :  45-51.  January  1993. 

Leach,  Ronald  G.  and  Judith  E.  Tribble.  "Electronic  document  delivery:  new 
options  for  libraries".  Journal  of  Academic  Librarianship,  18(6) :  359-364. 
January  1993. 

Library  Committee  report.  Toronto  :  Ontario.  Ministry  of  Economic 
Development  and  Trade,  1992.  24p.  +  appendices. 

MacDonald,  Alan  H.  "The  Survival  of  libraries  in  the  electronic  age".  Feliciter, 
40(1):  18-22.  January  1994. 

Marshall,  Joanne  G.  The  Impact  of  the  special  library  on  corporate  decision- 
making. Washington,  D.C. :  Special  Libraries  Assoc.,  (SLA  research  series  8). 
1993. 121p. 

Masterminding  tomorrow's  information  :  creative  strategies  for  the  *90s. 
Professional  papers  from  the  82nd  annual  conference  of  the  Special  Libraries 
Association  Jime  8-13, 1991  San  Antonio,  TX.  Compiled  by  Maria  C.  Barry. 
Washington,  D.C. :  Special  Libraries  Assoc.,  1991.  138p. 

Matarazzo,  James  M.,  et.  al.  Valuing  corporate  libraries :  a  survey  of  senior 
managers.  Washington,  D.C. :  Special  Libraries  Assoc.,  1990.  lip. 

Mottom,  C.  "Current  awareness:  a  review  of  automated  table  of  contents 
services".  Library  Management  Quarterly,  17(3) :  7-9.  Summer  1994. 

Muir,  Holly  J.  Collecting  and  analysing  benchmarking  data :  a  librarian's 
guide.  Cincinnati :  Library  Benchmarking  Int.,  1994.  42p. 


49 


Alberta  Government  Library  Services:  Meeting  the  New  Challenges 


References  Consulted 


Muir,  Holly  J.  Conducting  a  preliminary  benchmarking  analysis  :  a 
librarian's  guide.  Cincinnati :  Library  Benchmarking  Int.,  1993.  32p. 

Muir,  Holly  J.  Developing  benchmarking  metrics :  a  librarian's  guide. 
Cincinnati :  Library  Benchmarking  Int.,  1993.  48p. 

Muir,  Holly  J.  Identifying  benchmarking  partners  :  a  librarian's  guide. 
Cincinnati :  Library  Benchmarking  Int.,  1993.  66p. 

Muir,  Holly  J.  Presenting  benchmarking  results  :  a  librarian's  guide. 
Cincinnati :  Library  Benchmarking  Int.,  1994.  [44]p. 

Poole,  Ann  L.  and  Margaret  C.  McKay.  A  Review  of  the  information  centre  in 
the  Ontario  Ministry  of  Industry  Trade  and  Technology,  s.l.  :  Ann  Poole  & 
Assoc.,  1989.  Sip. 

Pry  or,  Lawrence  S.  and  Steven  J.  Katz.  "How  benchmarking  goes  wrong  (and 
how  to  do  it  right)".  Planning  Review,  21(1) :  6-11,  53.  January-February  1993. 

Rea,  Louis  M.  and  Richard  A.  Parker.  Designing  and  conducting  survey 
research  :  a  comprehensive  guide.  San  Francisco  :  Jossey-Bass,  1992.  254p. 

von  Simson,  Ernest  M.  "The*centrally  decentralized'  IS  organization".  Harvard 
Business  Review,  68(4) :  158-162.  July-August  1990. 

Sirkin,  Harold  and  George  Stalk.  "Fix  the  process,  not  the  problem".  Harvard 
Business  Review,  68(4) :  26-33.  July-August  1990. 

Smith,  Jane.  "Report  from  the  kudzu  patch  :  Hypatia  screamed".  Internet 
World,  5(1) :  86-89.  January-February  1994. 

Stanley,  Barbara  M.  Report  on  the  activity  review  of  library  services  within  the 
Ontario  government.  Toronto  :  Ontario.  Management  Board  of  Cabinet,  1988. 
52p. 

Steele,  Colin.  "Millenial  libraries  :  management  changes  in  an  electronic 
environment".  The  Electronic  Library,  11(6) :  393-402.  December  1993. 

Survey  of  Alberta  Government  libraries,  1991.  A  joint  project  of  the  Alberta 
Government  Libraries  Council  Survey  Committee  and  the  Alberta  Legislature 
Library's  Cooperative  Government  Library  Services  Section.  [Legislature 
Library]  :  Edmonton,  1992.  21p.  [Confidential  document]. 

UK  Office  for  Library  Networking.  "Networks,  libraries  and  information: 
priorities  for  the  UK".  Electronic  Library,  11(2) :  109-113.  April  1993. 


Alberta  Government  Library  Services:  Meeting  the  New  Challenges 


50 


References  Consulted 


Urgo,  Marisa.  "Virtual  reality  check:  information  resources  on  the  Internet". 
The  One-Person  Library,  11(4) :  1-4.  August  1994. 

Urgo,  Marisa.  "Virtual  reality  check:  information  resources  on  the  Internet,  Part 
IF'.  The  One-Person  Library,  11(5) :  1-4.  September  1994. 

Vaziri,  H.  Kevin.  "Using  competitive  benchmarking  to  set  goals".  Quality 
Progress,  25(10) :  81-85.  October  1992. 


51 


Alberta  Government  Library  Services:  Meeting  the  New  Challenges 


Appendix  A 


Alberta  Government  Library  Services:  Meeting  the  New  Challenges 


/dibcrra 

GOVERNMENT 
LIBRARIES'  COUNCIL 


r 


r 

MEMORANDUM 


FROM:  '^M^MMW^s^y-^ 

Chair,  Alberta  Government 
Libraries  Council 
c/o  Alberta  Public  Safety  Sen/ices 
Library 
•   10320-146  Street 

Edmonton,  Alberta  T5N  3A2 


OUR  FILE  REFERENCE 
YOUR  FILE  REFERENCE 
DATE 
TELEPHONE 


April  12,  1994 
451-7178 


TO:   Vance  MacNichol 

Deputy  Minister,  Executive  Council 


SUBJECT:   Effective  Govemment  Library  Services 


As  Chair  of  the  Alberta  Govemment  Libraries  Council,  I  would  like  to 
bring  to  your  attention  the  need  to  address  duplication  and  overlap  in 
govemment  library  sen/ices.  This  issue  needs  to  be  discussed  and 
resolved  so  that  the  library  services  provided  are  the  most  responsjye 
and  cost-effective  available  and  will  realize  cost-savings  for  govemment 
in  the  coming  years. 

I  would  ask  that  the  Transition  Team  task  Council,  an  official  forum,  to 
study  this  issue  and  report  to  your  group  by  1  September  1994  with 
recommendations  for  cost-saving  improvements  to  library  services  in 
govemment.  There  would  be  no  cost  to  this  study  other  than  the  time  of 
dedicated  information  professionals  within  govemment  willing  to 
undertake  this  task. 


I  have  attached  a  briefing  note  on  the  issue  for  your  information.  It 
includes  the  details  that  need  to  be  addressed  in  the  report.  Council  will 
be  meeting  in  mid-May  and  I  would  like  to  be  able  to  report  on  your 
decision  at  the  time. 


cc:    Alberta  Government  Libraries  Council 
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MEMORANDUM 


EXECUTIVE  COUNCIL 


FROM 


TO 


SUBJECT 


Vance  A,  MacNiciiol 
Deputy  Minister 


OUR  FILE  REFERENCE 
YOUR  FILE  REFERENCE 


Teresa  J.  Richey 

Chair,  Alberta  Government  Libraries  Council 
do  Alberta  Public  Safety  Services'  Library 
10320  -  146  Street 
Edmonton,  Alberta 

Effective  Government  Library  Services 


DATE     May  24,  1994 


TELEPHONE  427.225I 


MAY  2  6  1994 


The  Senior  Officials'  Transitior  Teamf*Sa§jdisQu^ed  the  proposal 
you  forwarded  to  my  ofSce  on  April  12,  1994.  WslcdriBneiid  iisrS^gr^ 
Government  Libraries  Coimcil  for  the  initiati75"trfiiiii  tJllUWU  in  piuyosiing  to 
conduct  this  study,  and  encourage  you  to  proceed. 

Two  members  of  the  Senior  OfiSdais'  Transition  Team  have  some 
enquiries  regarding  your  approach.  I  would,  therefore,  suggest  that  you  contact 
David  Steeves  of  Executive  Council  (427-2251)  and  Gerry  Bourdeau  of  the  Public 
Affairs  Bureau  (427-4805). 


We  look  forward  to  hearing  the  results  of  your  study. 


cc:      J.  E.  Dixon 
D.  Steeves 
G.  Bourdeau 
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Library  Services  Review  in  the 
Government  of  Alberta:  Library  Client 

Survey 


A  survey  prepared  by  the  Alberta  Government  Libraries  Council 
July  8,1994 


In  this  time  of  government  restructuring  it  is  more  important  than  ever  to  be  able  to  measure  the  quality  and 
impact  of  value-added  services.  As  pubhc  servants  you  make  use  of  these  value-added  services  in  the  course  of 
developing  and  delivering  government  programs.  The  libraries  in  government  are  one  such  service. 

The  Library  Services  Review  Committee  of  the  Alberta  Govemment  Libraries  Council  is  assisting  the  Senior 
Officials'  Transition  Team  in  developing  recommendations  for  delivering  quality  govemment  library  services 
at  an  affordable  cost.  We  expect  the  results  of  this  review  will  give  us  service  performance  measures  and  will 
allow  us  to  develop  a  model  for  a  continuous  improvement  program.  You  have  been  randomly  selected  to 
participate  because  you  are  a  library  user  or  receive  material  from  the  library. 

This  survey  is  designed  to  determine  your  needs  for  govemment  library  information  services.  We  are  asking 
you  to  tell  us  what  qualities  in  service  best  suit  your  needs  when  doing  your  job,  rather  than  rate  the  existing 
library  services  you  use.  It  is  important  that  you  complete  the  entire  questionnaire.  Your  answers  will  assist  in 
setting  priorities  for  defining  future  govemment  library  services. 

Your  response  to  the  survey  is  confidential  and  anonymous.  Please  complete  and  return  this  questionnaire  to 
the  following  address: 

Return  by  3  August  1994 

Library  Services  Review 

Attention:  Mrs.  Karen  Powell 

Cooperative  Govemment  Library  Services  Section 

Alberta  Legislature  Library 

902  Legislature  Annex 

9718-107  Street 

Edmonton,  Alberta 

T5K  1E4 

Please  remove  this  page  before  retuming  the  survey. 
Thank  you. 


Library  Services  Review  in  the  Government  of  Alberta:  Library  Client 
Survey 


1        Which  department  (or  agency,  board  or  commission)  do  you  work  for? 


2         Describe  your  work  location,  (mark  only  one  category) 

1  Headquarters  building 

2  District  office 

3  Regional  office 

4  Other  (please  specify) 


3         What  position  category  best  describes  your  job?  (mark  only  one  category) 

1  Senior/Executive  management 

2  Management 

3  Administrative  support 

4  Research/Policy/Program  development 

5  Program  delivery  staff 

6  Other  (please  specify) 


4        How  frequently  do  you  use  your  department  (or  agency,  board  or  commission)  library  either 
for  yourself  or  for  someone  else?  This  use  could  be  by  personal  visit,  mail,  fax,  telephone, 
routing  list,  etc.  (mark  only  one  frequency) 

1  Daily 

2  Weekly 

3  Monthly 

4  Quarterly 

5  Yearly 


In  terms  of  your  response  time  needs,  please  estimate  the  percentage  of  your  information 
requests  to  the  library  that  fall  into  the  following  categories: 


Percentage 

5 

Less  than  1  hour 

6 

Within  1/2  work  day 

7 

Within  1  work  day 

8 

Within  1  week 

9 

Within  1  month 

10 

Over  1  month 

Total 

100 

11  What  value  do  you  place  on  government  library  services  to  assist  you  in  doing  your  job? 
(mark  only  one  value) 

1  No  value 

2  Low  value 

3  Medium  value 

4  High  value 

12  If  you  do  not  value  government  library  services,  why  not? 
Please  be  as  specific  as  possible 


13       Place  a  value  on  the  close  proximity  of  a  library  that  has  resources  you  require  to  do  your  job? 
(mark  only  one  value) 

1  No  value 

2  Low  value 

3  Medium  value 

4  High  value 


What  value  do  you  place  on  the  close  proximity  of  a  library  that  has  the  resources  you  require 
for  the  following:  (mark  only  one  value  for  each  statement) 


No 
value 

Low 
value 

Medium 
value 

High 
value 

14 

Work  efficiency 

2 

3 

4 

15 

Working  convenience 

2 

3 

4 

16 

Your  clients'  convenience 

2 

3 

4 

17 

Timeliness/Turnaround  for  delivering  information 

2 

3 

4 

18 

Absence  time  from  your  office 

2 

3 

4 

19 

Time  you  can  devote  to  research/projects 

2 

3 

4 

20 

Detail  you  can  apply  to  research/projects 

2 

3 

4 

21 

Subject  specialized  assistance  from  library  staff 

2 

3 

4 

22 

Other  (please  specify) 

2 

3 

4 

23       What  would  you  do  if  a  library  with  the  resources  you  require  were  not  in  close  proximity  to 
your  workplace?  (mark  all  categories  that  apply) 

1  Use  the  library  regardless  of  its  proximity 

2  Purchase  your  own  books,  reports,  subscriptions,  etc. 

3  Subscribe  to  on-line  database  services  and  electronic  sources  of  information 

4  Do  without  the  resources  required 

5  Other  (please  specify) 


The  following  is  a  variety  of  library  services.  What  is  the  value  of  each  service  to  you  in  doing 
your  job?  (mark  only  one  value  for  each  service) 


No 
value 

Low 
value 

Medium 
value 

High 
value 

24 

Answers  to  general  enquiries 

2 

3 

4 

25 

Project  research  assistance 

2 

3 

4 

26 

On-line  database/CD-ROM  searches 

2 

3 

4 

27 

Information  updates  geared  to  your  interests 

2 

3 

4 

28 

Trend  and  issues  analysis 

2 

3 

4 

29 

Notification  of  new  materials 

2 

3 

4 

30 

Knowledgable  staff  who  understand  department's 
business 

2 

3 

4 

31 

Current  legal/regulatory  information 

2 

3 

4 

32 

Provision  of  subscriptions,  books  and  reports 

2 

3 

4 

33 

Provision  of  management  publications 

2 

3 

4 

34 

Access  to  subject-specific  resources 

2 

3 

4 

35 

Access  to  information  resources  outside  your 
department 

2 

3 

4 

36 

Subject  experts  able  to  access  external  resources 

2 

3 

4 

37 

Training  in  using  information  resources  and  database 
searching 

2 

3 

4 

38       Do  you  make  direct  use  of  government  libraries  outside  your  department  (or  agency,  board  or 
commission)  to  do  your  job?  (mark  only  one  answer) 


1  Yes 

2  No 


Do  you  make  direct  use  of  library  services  offered  outside  government,  such  as  public, 
college,  university  libraries  or  information  brokers  to  do  your  job?  (mark  only  one  answer) 


1  Yes 

2  No 

If  you  have  used  of  a  library  service  outside  government  to  do  your  job,  why? 
Please  be  as  specific  as  possible 


Do  you  feel  the  services  of  public,  college,  university  libraries  or  information  brokers  could 
replace  a  government  library  service  in  helping  you  do  your  job?  (mark  only  one  answer) 

1  Yes 

2  No 

3  Do  not  know 


If  you  had  to  pay  for  the  library  services  you  required  to  do  your  job  (e.g.  fee-for-service), 
how  would  this  affect  your  use  of  the  service?  (mark  only  the  one  statement  that  best  applies) 

1  I  would  still  use  the  service 

2  I  would  be  more  selective  in  how  I  use  the  service 

3  I  would  find  alternative  methods  for  gathering  information 

4  I  would  buy  information  elsewhere 

5  I  would  do  without  the  information 

6  Other  (please  specify) 


Please  place  a  value  on  the  following  aspects  of  information  that  you  retrieve  from  a  library  to 
do  your  job.  (mark  only  one  value  for  each  statement) 


No 
value 

Low 
value 

Medium 
value 

High 
value 

43 

Accuracy  of  details  or  facts 

L 

4 

44 

Relevance  to  the  task  at  hand 



2 

3 

4 

45 

Keeping  abreast  of  new  developments 

2 

3 

4 

46 

Timeliness 

2 

3 

4 

47 

Pointing  to  new  ideas 

2 

3 

4 

48 

Contribution  to  informed  decision-making 

2 

3 

4 

49 

Other  (please  specify) 

2 

3 

4 

Please  rate  the  value  of  information  that  you  receive  from  different  resources  to  your  ability  to 
do  your  job.  (mark  only  one  value  for  each  resource) 


No 
value 

Low 
value 

Medium 
value 

High 
value 

50 

Government  library  services 

2 

3 

4 

51 

Your  own  files 

2 

3 

4 

52 

Internal  memos,  reports  or  databases 

2 

3 

4 

53 

Your  own  outside  reading  (e.g.  newspapers, 
magazines) 

2 

3 

4 

54 

Departmental  colleagues  or  associates 

2 

3 

4 

55 

Other  government  contacts 

2 

3 

4 

56 

External  contacts 

2 

3 

4 

57 

External  databases  or  networks 

2 

3 

4 

58 

Non-government  library  services 

2 

3 

4 

59 

Other  (please  specify) 

2 

3 

4 

Assign  points  (totalling  100)  to  the  following  characteristics  of  an  ideal  library  service  based 
on  their  importance  to  you  in  doing  your  job. 


Point  rating 

60 

Provision  of  the  information  reauested 

61 

Provision  of  the  information  within  your  deadlines 

62 

Readily  accessible  resources  that  are  easily  browsed 

63 

Technology  that  identifies  information  from  around  the  world 

64 

Delivery  of  information  from  the  library  and  beyond 

65 

Library  publications  relevant  to  your  specific  job  task  needs 

66 

Staff  with  expertise  to  assist  you  in  retrieving  information 

67 

Staff  that  are  willing  to  do  the  utmost  to  assist  you 

68 

Flexible  delivery  methods  geared  to  the  way  you  use  information 

69 

Work  atmosphere  conducive  to  doing  your  job 

Total 

ICQ 

70       Given  the  trends  you  see  in  your  use  of  information,  what  would  you  like  to  see  in  future 
government  library  services? 


Thank  you  for  contributing  to  the  success  of  this  survey.  This  survey  was  adapted  from: 


Library  committee  report.  Toronto,  Ont.:  Ministry  of  Economic  Development  and  Trade,  1994.  24p. 

Marshall,  Joanne  G.  The  Impact  of  the  special  library  on  corporate  decision-making.  Washington,  D.C. :  Special 
Libraries  Association,  1993.  12  Ip. 


Please  return  this  survey  by  3  August  1994  to:  Library  Services  Review,  Attention  Mrs.  Karen  Powell,  Cooperative 
Government  Library  Services  Section,  Alberta  Legislature  Library,  902  Legislature  Annex,  9718-107  Street,  Edmonton, 
Alberta,  T5K  1E4 


Appendix  D 


Alberta  Government  Library  Services:  Meeting  the  New  Challenges 


Library  Services  Review  in  the 
Government  of  Alberta:  Library  Managers 

Survey 


A  survey  prepared  by  the  Alberta  Government  Libraries  Council 
July  8,1994 


In  this  time  of  government  restructuring  it  is  more  important  than  ever  to  be  able  to  measure  the  quality  and 
impact  of  value-added  services.  Public  servants  make  use  of  these  value-added  services  every  day  in  the  course 
of  developing  and  delivering  government  programs.  Libraries  are  one  such  service. 

The  Library  Services  Review  Committee  of  the  Alberta  Government  Libraries  Council  is  assisting  the  Senior 
Officials'  Transition  Team  in  developing  recommendations  for  dehvering  quality  government  library  services 
at  an  affordable  cost.  We  expect  the  results  of  this  review  will  give  us  service  performance  measures  and  will 
allow  us  to  develop  a  model  for  a  continuous  improvement  program. 

This  survey  is  designed  to  gather  performance  and  qualitative  data  that  will  be  used  to  measure  effectiveness  of 
library  services  across  government  compared  to  cUent  needs.  It  will  also  be  used  to  gather  quantitative  data  that 
will  be  used  to  assess  various  modes  of  delivering  services.  We  intend  to  return  all  gathered  data  in  a  tabulated 
format  to  participating  libraries.  The  data  will  help  you  establish  a  benchmarking  process  and  give  you  a 
starting  point  for  developing  a  continuous  improvement  program  for  your  library. 

Please  complete  and  return  this  questionnaire  to  the  following  address: 

Return  by  3  August  1994 

Library  Services  Review 

Attention:  Mrs.  Karen  Powell 

Cooperative  Government  Library  Services  Section 

Alberta  Legislature  Library 

902  Legislature  Annex 

9718-107  Street 

Edmonton,  Alberta 

T5K  1E4 


Please  remove  this  page  before  returning  the  survey. 
Thank  you. 
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Managers  Survey 


1         Which  department  (or  agency,  board  or  commission)  do  you  work  for? 


1 .0  Budgetary  and  human  resources 

2        How  many  people  (FTE)  provide  library  service? 

Please  detail  your  staffs'  qualifications  (everything  in  addition  to  grade  12)  in  the  table  below: 


Qualifications 

Number  of 
staff  (FTE) 

Years  of  experience 
(Total  for  FTE 
noted) 

3 

Library  degree 

4 

Library  technical  certificate  or  diploma 

5 

Subject  degree  (undergraduate)  only 

6 

Subject  degree  (graduate  or  post-graduate)  only 

7 

Other  technical  certificate  or  diploma 

8        Does  your  library  have  its  own  cost  centre  code? 

1  Yes 

2  No 

Please  present  a  breakdown  of  your  1994/95  budget  below.  (You  may  or  may  not  allocate  to 
all  of  the  following  codes.  Please  be  as  specific  as  possible): 


Budget  code 

Funds  allocated 

9 

Salaries  and  benefits 

511 

10 

Travel 

512A 

11 

Freight  &  postage 

512E 

12 

Rental  &  assets 

512G 

13 

Professional,  technical  &  labour 

512K 

14 

Data  processing  services 

512L 
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Budget  code 

Funds  allocated 

15 

Material  &  supplies 

512P 

16 

Fixed  assets 

524 

17 

Total 

How  much  of  your  materials  and  supplies  budget  (512P)  will  be  spent  on  collection 
development  in  1994/95? 


Funds  allocated 

18 

Books/Reports/Proceedings 

19 

Serial  monographs 

20 

Subscriptions  and  periodicals 

21 

Newspapers 

22 

Audio- visuals 

23 

Electronic  information  services 

24 

CD-ROM  products 

25 

Other  (please  specify) 

26       How  much  of  your  salaries  and  benefits  budget  (code  5 11 F)  is  devoted  to  staff  development? 

please  be  as  specific  as  possible 


2.0  Library  clients 


27       Which  client  groups  does  your  library  serve?  (mark  all  client  groups  you  serve) 

1  Department  staff 

2  Other  Alberta  government  employees 

3  Other  government  employees  (other  provinces,  federal,  municipal) 

4  Alberta  government  libraries 

5  Other  libraries 

6  Private  industry  and  consultants 

7  Non-profit  agencies 

8  Academic  institutions 
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9  Schools 

10  General  public 

1 1  Other  (please  specify) 

28  How  many  clients  do  you  serve  in  your  library  on  an  annual  basis? 

29  Which  client  groups  do  you  charge  for  any  or  all  of  your  information  services?  (mark  all 
client  groups  you  charge  back  to) 


1 

Department  staff 

2 

Other  Alberta  government  employees 

3 

Other  government  employees  (other  provinces,  federal,  municipal) 

4 

Alberta  government  libraries 

5 

Other  libraries 

6 

Private  industry  and  consultants 

7 

Non-profit  agencies 

8 

Academic  institutions 

9 

Schools 

10 

General  public 

30       How  do  non-government  clients  find  out  about  your  library  and  its  services? 

please  be  as  specific  as  possible 


3,0  Library  system  &  communications 

31  Does  your  library  currently  have  an  automated  system? 

1  Yes 

2  No  (if  this  choice  is  selected,  please  proceed  to  Q.  41) 

32  If  yes,  is  your  current  automated  system  integrated? 

1  Yes 

2  No 

33  Which  automated  system(s)  do  you  currently  use  in  your  library? 

please  be  as  specific  as  possible 
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34  Is  your  library's  catalogue  available  to  your  clients  on  an  OPAC? 

1  Yes 

2  No  (if  this  choice  is  selected,  please  proceed  to  Q.  38) 

35  Is  your  library's  OPAC  available  to  your  clients  on  a  department- wide  LAN? 

1  Yes. 

2  No 

36  Is  your  library's  OPAC  available  to  your  clients  through  remote  access? 

1  Yes 

2  No 


37       Do  you  have  system  security  mechanisms  in  place  that  allow  for  secure  access  to  your  OPAC 
from  remote  sites? 

1  Yes 

2  No 


38  Do  you  currently  store  your  library  records  in  MARC  format? 

1  Yes 

2  No 

39  Are  you  currently  capable  of  downloading  your  library  records  in  MARC  format? 

1  Yes 

2  No 

40  Do  you  plan  on  storing  your  library  records  in  MARC  format  in  the  next  2-3  years? 

1  Yes 

2  No 

41  Are  you  planning  on  purchasing  or  changing  to  a  new  automated  system  for  your  library  in  the 
next  2-3  years? 

1  Yes 

2  No 
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42       If  you  are  planning  to  implement  a  new  automated  system  for  your  library,  please  list  those 
you  are  reviewing. 


43       How  do  you  currently  communicate  with  your  library  clients?  (mark  all  methods  you  use ) 


1 

Telephone 

2 

Fax 

3 

Office  visits 

4 

E-mail 

5 

Electronic  bulletin  boards 

6 

Profs 

7 

Envoy 

8 

Internet 

9 

Other  (please  specify) 

44       Please  list  the  conmiunications  software  (if  applicable)  you  make  use  of  to  facilitate 
communication  with  your  library  clients. 

Please  be  as  specific  as  possible 


45       Which  library  OPACs  do  you  search  remotely? 

Please  list  all,  government  and  non-government  OPACs  you  can  search 


In  your  opinion,  what  is  the  value  of  the  following  attributes  in  an  automated  system?  (mark 
one  value  for  each  attribute) 


No 

Low 

Medium 

High 

value 

value 

value 

value 

46 

Streamline  administrative  functions 

1 

2 

3 

4 

47 

Automation  of  labour-intensive  functions 

1 

2 

3 

4 

48 

Data- sharing  capabilities 

1 

2 

3 

4 
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No 
value 

Low 
value 

Medium 
value 

High 
value 

49 

International  standards  and  protocols 

Z 

D 

50 

User-friendliness 

Z 

/I 
4 

51 

Easily  produced  custom  reports  for  clients 

z 

-2 

*+ 

52 

Ease  of  maintenance 

9 
z 

'J 

A 

53 

Simplified  communication  capabilities 

-J  

2 

3 

4 

54 

Linkability  with  other  systems 

2 

3 

4 

55 

Regular  updates  to  software 

2 

3 

4 

56 

Other  (please  specify) 

2 

3 

4 

4.0  Technical/Contract  services 


57  Do  you  make  use  of  any  of  the  following  contracted  services?  (mark  all  services  you  use) 

1  Book  jobbers 

2  Cataloguing  services 

3  Subscription  agents 

4  Binderies 

5  Computer  system  services 

6  Document  delivery 

7  Information  brokers 

8  Other  (please  specify) 

58  How  many  of  your  staff  (PTE)  are  dedicated  to  acquisition  functions? 

59  Estimate  how  many  unique  items  (excluding  subscriptions  and  periodicals)  your  library  will 
acquire  in  1994/95. 

60  Estimate  how  many  unique  items  (excluding  subscriptions  and  periodicals)  your  library  will 
delete  in  1994/95. 


61        What  percentage  of  your  acquisitions  can  not  be  supplied  by  regular  publishers  or  publishers' 
agents? 
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62       If  you  use  book  jobbers,  estimate  what  percentage  of  your  total  acquisition  function  will  be 
provided  by  these  services  in  1994/95. 

Please  be  as  specific  as  possible 


63  How  many  of  your  staff  (FTE)  are  dedicated  to  cataloguing  and  processing  functions? 

64  Estimate  how  many  unique  items  your  library  will  catalogue  in  1994/95. 

65  What  percentage  of  your  total  cataloguing  in  1994/95  will  be  original  cataloguing? 

66  E  you  use  cataloguing  services,  estimate  what  percentage  of  your  total  cataloguing  will  be 
derived  from  these  services  in  1994/95. 

Please  be  as  specific  as  possible 


67  How  many  of  your  staff  (FTE)  are  dedicated  to  serials  control  functions? 

68  Estimate  how  many  unique  serial  titles  your  library  will  acquire  in  1994/95. 

69  Estimate  what  percentage  of  your  serial  titles  will  be  ordered  directly  from  publishers  in  1994/ 
95. 

70  If  you  use  subscription  agents,  estimate  what  percentage  of  your  total  serials  control  function 
will  be  provided  by  these  services  in  1994/95. 

Please  be  as  specific  as  possible 
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5.0  Information  services 


5.1  Reference 

71  Does  your  library  provide  a  reference  service? 

1  Yes 

2  No 

72  Do  you  have  a  reference  desk  that  is  always  staffed? 

1  Yes 

2  No  . 

73  How  many  of  your  staff  (FTE)  are  dedicated  to  reference  service  functions? 


Estimate  your  library's  reference  service  performance  in  1994/95. 


Estimated 
total 

(1994/95) 

Estimated 

fuimied 

(1994/95) 

Average 
time  spent 
(minutes) 

Turnaround 
(date  filled  - 
date  req'd) 
(days) 

74 

Quick  reference  (excluding  directional 
questions) 

75 

In-depth  reference 

76 

Responded  to  by  utilizing  own  collection 

77 

Responded  to  by  utilizing  an  on-line 
database/CD-ROM  service 

78 

Responded  to  by  utilizing  other 
government  libraries 

79 

Responded  to  by  utilizing  public  libraries 

80 

Responded  to  by  utilizing  college 
libraries 

81 

Responded  to  by  utilizing  university 
libraries 

82 

Responded  to  by  utilizing  information 
brokers 
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83       Do  you  have  procedures  in  place  to  ensure  reference  requests  that  take  an  extended  period  to 
complete  are  followed  up  to  the  client's  satisfaction? 

1  Yes 

2  No 


84       If  you  use  contracted  information  brokers,  estimate  what  percentage  of  your  total  reference 
function  will  be  derived  from  these  services  in  1994/95. 

Please  be  as  specific  as  possible 


85       Please  attach  3  in-depth  reference  questions  that  are  representative  of  the  types  of  queries  your 
library  responds  to.  Include  the  steps  you  took  to  fill  the  requests.  (We  will  be  using  these 
questions  to  gauge  the  ability  of  alternative  services  to  respond  to  government  information 
needs) 


5.2    Document  delivery 


86       Does  your  library  provide  a  document  delivery  service? 

1  Yes 

2  No 


87       What  type  of  document  delivery  services  do  you  provide?  (mark  all  modes  of  service  you  use) 

1  Photocopying  service 

2  Interlibrary  loan 

3  Full  text  on-line 

4  Full  text  CD-ROM  service 

5  Document  delivery  vendors 

6  Other  (please  specify) 


88       How  many  of  your  staff  (FTE)  are  dedicated  to  document  delivery  functions? 
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Estimate  your  library's  document  delivery  performance  in  1994/95. 


Estimated 

requests 

(1994/95) 

Estimated 

fulfilled 

(1994/95) 

Turnaround 
time 
(days) 

89 

Delivery  to  non-staff  clients 

90 

Delivery  from  full  text  on-line  to  staff  clients 

91 

T^^li\7/ar\/  frrvm  full  t/^-vf  (^T\-QC\\A  trs  Qtctff  r']i(^ntQ 

uciivcry  irom  luii  icxi  K^LJ-ssxjiyx  ll?  Mail  ciiciiis 

92 

Delivered  from  other  government  libraries  to  staff 
clients 

93 

Delivered  from  public  libraries  to  staff  clients 

94 

Delivered  from  college  libraries  to  staff  clients 

95 

Delivered  from  university  libraries  to  staff  clients 

96 

Delivered  from  document  delivery  vendors  to  staff 
clients 

97 

Delivered  from  information  brokers  to  staff  clients 

98       If  you  use  document  delivery  services,  estimate  what  percentage  of  your  total  document 
delivery  function  will  be  derived  from  these  services  in  1994/95. 

Please  be  as  specific  as  possible 


5.3    On-line  database/CD-ROM  search  services 


Estimate  your  library's  on-line  database/CD-ROM  search  service  performance  in  1994/95. 


Estimated 

requests 

(1994/95) 

Estimated 

fuimied 

(1994/95) 

Turnaround 
time 

(minutes) 

99 

On-line  database  searches  for  all  clients 

100 

CD-ROM  searches  for  all  clients 

101      How  many  of  your  staff  (PTE)  are  dedicated  to  on-line  database  or  CD-ROM  search 
functions? 


Library  Services  Review  in  the  Government  of  Alberta:  Library  Managers  Survey 


5.4    Collection/circulation  services 

102  Estimate  how  many  unique  items  (all  formats  excluding  subscriptions  and  periodicals)  will  be 
held  in  your  collection  in  1994/95. 

103  Is  it  your  library's  policy  to  maintain  an  historical  collection  of  all  your  department's 
publications? 


104       Please  describe  any  other  departmentally  unique  collections  your  library  may  have. 
Please  be  as  specific  as  possible 


105  Estimate  how  many  items  in  your  collection  (all  formats  excluding  subscriptions  and 
periodicals)  will  circulate  in  1994/95. 

106  Estimate  how  many  items  in  your  periodical  collection  will  circulate  in  1994/95. 

107  Do  you  have  procedures  in  place  to  ensure  reserves  placed  on  circulating  items  are  followed 
up  to  the  client's  satisfaction? 


108      Do  you  have  a  way  of  ensuring  new  material  coming  into  your  collection  is  directed  to 
interested  clients  before  they  ask  for  the  material? 


2 


Yes 
No 


1 
2 


Yes 
No 


1 
2 


Yes 
No 


109 


If  yes,  please  describe  your  process. 


Please  be  as  specific  as  possible 
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5.5    Library  publications  and  special  services 


110  What  types  of  publications  does  your  library  provide  for  its  clients?  (mark  all  publications 
you  provide) 

1  Bibliographies 

2  Guides  to  the  literature 

3  Specialized  indexing  services 

4  SDI 

5  Current  awareness  routing 

6  Recent  acquisition  lists 

7  Chpping  service 

8  Other  (please  specify) 

111  Describe  how  you  ensure  your  publications  are  developed  to  meet  client  needs. 
Please  be  as  specific  as  possible 


112       What  types  of  special  services  does  your  library  provide  for  its  clients?  (mark  all  services  you 
provide) 

1  Management  information  summaries 

2  Research  abstracting 

3  Issues  monitoring  (e.g.  Hansard  summaries) 

4  Environmental  scanning 

5  Publications  distribution  centre  (for  departmental  publications) 

6  Research  assistance 

7  Involvement  in  departmental  conunittees 

8  Other  (please  specify) 


113       Describe  how  you  ensure  your  special  services  are  developed  to  meet  client  needs,  (mark  all 
methods  you  use) 

1  One-on-one  interviews 

2  Focus  groups 

3  Surveys 

4  Suggestion  boxes 

5  Other  (please  specify) 
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114 


Does  your  library  provide  an  orientation  service  for  new  clients? 


1 
2 


Yes 
No 


115 


Describe  how  you  ensure  library  orientations  meet  client  needs. 


Please  be  as  specific  as  possible 


6.0 


Performance  measures 


116 


Do  you  measure  the  effectiveness  of  your  information  services? 


1 
2 


Yes 
No 


117       If  yes,  which  measures  of  effectiveness  do  you  use?  (mark  all  measurement  methods  you  use) 


Thank  you  for  contributing  to  the  success  of  this  survey.  This  survey  was  adapted  from: 


Marshall,  Joanne  G.  The  Impact  of  the  special  library  on  corporate  decision-making.  Washington,  D.C. :  Special 
Libraries  Association,  1993.  121p. 

Stanley,  Barbara  M.  Report  on  the  activity  review  of  library  services  within  the  Ontario  government.  Toronto  : 
Ontario.  Management  Board  of  Cabinet,  1988.  52p. 

Survey  of  Alberta  Government  libraries,  1991.  A  joint  project  of  the  Alberta  Government  Libraries  Council  Survey 
Conmiittee  and  the  Alberta  Legislature  Library's  Cooperative  Government  Library  Services  Section.  [Legislature 
Library] :  Edmonton,  1992.  21p.  [Confidential  document]. 


1 
2 
3 
4 
5 
6 
7 


Departmental  standards 
National  standards 
Association  standards 
Thank-you  letters 
Benchmarking 

Comparison  with  counterparts  in  other  jurisdictions 
Other  (please  specify) 
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Library  Services  Review  in  the 
Government  of  Alberta:  Senior  Managers 
Responsible  for  Libraries  Survey 


A  survey  prepared  by  the  Alberta  Government  Libraries  Council 
July  8,1994 


In  this  time  of  government  restructuring  it  is  more  important  than  ever  to  be  able  to  measure  the  quality  and 
impact  of  value-added  services.  Your  department  makes  use  of  these  value-added  services  in  the  course  of 
developing  and  delivering  government  programs.  The  libraries  in  government  are  one  such  service. 

The  Library  Services  Review  Committee  of  the  Alberta  Govemment  Libraries  Council  is  assisting  the  Senior 
Officials'  Transition  Team  in  developing  recommendations  for  delivering  quality  govemment  library  services 
at  an  affordable  cost.  We  expect  the  results  of  this  review  will  give  us  service  performance  measures  and  will 
allow  us  to  develop  a  model  for  a  continuous  improvement  program. 

This  survey  is  designed  to  establish  how  Ubrary  services  are  seen  to  assist  departments  in  achieving  their 
visions  and  business  plans  over  the  coming  years.  We  ask  you,  as  a  manager  responsible  for  overseeing  library 
services,  to  complete  this  survey  with  this  in  mind.  Please  complete  the  entire  questionnaire.  We  intend  to 
return  all  gathered  data  about  your  library  in  a  tabulated  format.  The  data  will  help  your  department  establish  a 
benchmarking  process  and  give  you  a  starting  point  for  developing  a  continuous  improvement  program  for 
your  Ubrary. 

Please  complete  and  return  this  questionnaire  to  the  following  address: 

Return  by  3  August  1994 

Library  Services  Review 

Attention:  Mrs.  Karen  Powell 

Cooperative  Govemment  Library  Services  Section 

Alberta  Legislature  Library 

902  Legislature  Annex 

9718-107  Street 

Edmonton,  Alberta 

T5K  1E4 

Please  remove  this  page  before  retuming  the  survey. 
Thank  you. 
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1  Which  department  (or  agency,  board  or  commission)  do  you  work  for? 

2  What  is  the  purpose  of  your  hbrary?  (mark  all  purposes  that  apply) 

1  Acquiring  publications  and  subscriptions 

2  Organization  of  information 

3  Dissemination  of  information 

4  Analysis  of  information 

5  Research  assistance 

6  Other  (please  specify) 


How  is  your  departmental  library  service  organized?  (mark  only  one  answer) 

1  Central  library 

2  Central  library  and  records  management  functions 

3  Central  library  with  branches 

4  Branch  libraries  only 

5  Other  (please  specify) 


4        How  many  people  (FTE)  are  providing  library  services?  (mark  only  one  answer) 

1  3  or  fewer 

2  4-7 

3  8-12 

4  More  than  12 


5        Is  money  spent  outside  your  department  (or  agency,  board  or  commission)  library  on 
electronic  information  services,  books  or  subscriptions? 

1  Yes 

2  No 

3  Do  not  know 


If  yes,  which  categories  of  information  resources  do  other  units  in  your  department  (or 
agency,  board  or  commission)  spend  money  on?  (mark  all  resources  that  apply) 

1  Electronic  information  services 

2  Books  and  reports 

3  Subscriptions  and  periodicals 

4  Newspapers 

5  Other  (please  specify) 

Which  client  groups  js  your  library  mandated  to  serve?  (mark  all  client  groups  that  apply) 


1 

Department  staff 

2 

Other  Alberta  government  employees 

3 

Other  government  employees  (other  provinces,  federal,  municipal) 

4 

Alberta  government  libraries 

5 

Other  Ubraries 

6 

Private  industry  and  consultants 

7 

Non-profit  agencies 

8 

Academic  institutions 

9 

Schools 

10 

General  public 

11 

Other  (please  specify) 

What  impact  do  you  perceive  library  services  has  on  your  department  (or  agency,  board  or 
commission)?  (mark  all  categories  that  apply) 

1  Saves  time/Increases  productivity 

2  Provides  information  for  improved  decision  making 

3  Provides  information  for  improved  program  development  and  delivery 

4  Cost-effective  use  of  limited  resources 

5  Other  (please  specify) 

What  sources  of  information  supplied  by  the  library  does  your  department  (or  agency,  board 
or  commission)  find  valuable  in  delivering  its  mandate?  (mark  all  categories  that  apply) 


1 

Books 

2 

Journals 

3 

Research  reports 

4 

Government  documents 

5 

Database  services 

6 

Audio- visuals 

7 

Newspapers 

8 

Other  (please  specify) 

What  is  the  value  of  the  following  library  services  to  your  department  (or  agency,  board  or 
commission)  in  delivering  its  mandate?  (mark  only  one  value  for  each  service) 


No  value 

Low 
value 

Medium 
value 

High 
value 

10 

Answers  to  general  enquiries 

J 

2 

3 

4 

11 

Project  research  assistance 

2 

3 

4 

12 

On-line  database/CD-ROM  searches 

1 

2 

3 

4 

13 

Information  updates  geared  to  your  interests 

1 

2 

3 

4 

14 

Trend  and  issues  analysis 

1 

2 

3 

4 

15 

Notification  of  new  materials 

1 

2 

3 

4 

16 

knowledgable  staff  who  understand  department's 
business 

2 

3 

4 

17 

Current  legal/regulatory  information 

1 

2 

3 

4 

18 

Provision  of  subscriptions,  books  and  reports 

J 

2 

3 

4 

19 

Provision  of  management  publications 

2 

3 

4 

20 

Access  to  subject-specific  resources 

2 

3 

4 

21 

Access  to  information  resources  outside  your 
department 

2 

3 

4 

22 

Subject  experts  able  to  access  external  resources 

2 

3 

4 

23 

Training  in  using  information  resources  and 
database  searching 

2 

3 

4 

What  trends  do  you  see  in  your  library  over  the  next  five  years  in  terms  of  staffing,  budgets, 
computer  applications,  collection  size,  accessibility  to  the  broader  Alberta  conmiunity, 
demand  for  services,  and  marketing  of  services?  (mark  only  one  trend  for  each  category) 


Increasing 

No  change 

Decreasing 

24 

Staffing 

2 

3 

25 

Budgets 

2 

3 

26 

Computer  applications 

2 

3 

27 

Library  collection  size 

2 

3 

28 

Accessibility 

2 

3 

29 

Demand  for  library  service 

2 

3 

30 

Marketing  library  services 

2 

3 

31 

Other  (please  specify) 

2 

3 
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